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PREFACE

During the last decade, business of financial consultancy servisesnf@yed a rapid
growth. Successful business development particularly in finarsgalices domain,
requires a multi-disciplinary approach beyond just "a sale ofceeto clients". As per
norms of Institute of Chartered Accountants of India (ICAI), ChadeAccountants
(CAs) are not allowed to use logos and advertise in the coipatiiarket. This gives
them limited scope of acquiring new business. Thus, those CAstiahaconsultancy
firms who hire CAs and financial professionals, who are providomgultancy services,
must develop business development strategy for acquiring new musinether, the
firms engaged in providing financial consultancy services aaélyn dependant on
reference and contacts. They are facing many problems in aggoew business from
the business society.

It gives scope for research in business development of fina&hdtes providers. The
firm faces problems in adapting suitable strategies becaulkg@Adfrestriction, lack of

expertise and fear of related competition. Discussions werewitidexecutives and
senior management to know in deep about selected area of intdére@sesults from the
discussion carried out before commencing of study indicated thatareeraany useful
strategies and actions, based on which such firms can dstti#is relationship with

new clients and generate new prospects and qualify leads tiWitbbjective to explore
such strategies, study has been carried out titled “Study of Bushmasopment

Strategies of CA Audit firms, Special reference — Haribh&akfo.”
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CHAPTER | - INTRODUCTION

Significance of study

Today’s world of business competition is the rivalryvad or more companies over product and
services. Competition occurs naturally between living weyas which coexist in the same
environment. For example, animals compete over waterisgpfdod, and mates. In addition,

humans compete for attention, wealth, prestige, and fame.

Competition can have both beneficial and detrimerifatts. Failing to monitor your rivals will
stop you from seeing what competition or threats to yausingss exist in your market place.
The concept of sustainable development has received mga@tognition, but it is a new idea
for many business entities. For most, the concept remalpstract and theoretical. For the
business enterprise, sustainable development meansrgdbpsiness strategies and activities
that meet the needs of the enterprise and its stakesdttbay while protecting, sustaining and

enhancing the human and natural resources that willdeeden the future.

For the business community, sustainability and developrsemhore than mere window-
dressing. By adopting sustainable and development practioepanies can gain competitive

edge, increase their market share, and boost sharekalder

Henry Ford once said 'Thinking is the hardest work therghgh is probably the reason so few

engage in it.'



And yet a sound understanding of the underlying issues entidsto make effective business
decisions. Every business consists of five componesengal for its existence, survival and
growth -- market, products and services (technology), orgiamiz people, and finance. Take
away any one of these components and the company deasasction. Each of these five
possesses unlimited potentials that can be tapped to trangfe component into an engine to
drive the growth of the company. The maximum achievemesntlts when all five components

are energized and developed in a balanced and harmoniousrmann

Where the accumulated energy of the company is théduglowth, the five engines utilize the

fuel and drive it to growth and profitability. Just as enenergy in the company provides more
fuel for combustion, so to the well-being of each of ¢éhgines determine the final outcome.
Together the fuel and the power of the five engines dheeompany to growth and prosperity.

The stronger the combustion the more powerful thetsesu

A detailed strategy for growing the business in desiralalgs is frequently necessary, which
may involve financial, legal and advertising skills. Bustndsvelopment cannot be reduced to
simple templates applicable to all or even most sdoatfaced by real-world enterprises.
Creativity in meeting new and unforeseen challengesdsssary to keep an enterprise on a

path of sustainable growth.

The set of efforts for identifying, researching, analyzamgl bringing to market new businesses
and new products, business development focuses on impktroandf the strategic business

plan through equity financing, acquisition/divestiture ohtexogies, products, and companies,




plus the establishment of strategic partnerships where @qmae Whereas, sustainability is the

backbone of business development activities.

Purpose of study

The purpose of this study is to find out various strategidsusiness development for firms
providing financial consultancy services. Secondly,rdsearch focuses on various commonly

used strategies for the purpose of generating new business.

Scope for Business Development Activities

Business development includes a number of techniques designgdowo an economic

enterprise. Such techniques include, but are not limitedlltm;ation of natural resources and
systems maintenance for future, assessments of mmaykepportunities and target markets,
intelligence gathering on customers and competitorergéng leads for possible sales, follow-
up sales activity, formal proposal writing and business mddsign. Business development
involves evaluating a business and then realizing its fulemd@l, using such tools as
marketing, sales, information management and customéaceeFor a sound company able to

withstand competitors, business development never staps &n ongoing process.

The services associated with Business development includes:
Advertisements designing and Online advertisements
Business development Plans.

Consulting and lead generation.

Marketing




Project Management

Product Management etc.

Enhancing Sales Performance:

Identifying and Resolving Issues That Are Hindering Sales/ Qppities.
Redefining USPs.

Automating Sales Process/ Service Development Process

Lead Generation

Increasing Closer Percentages

Market Testing

Provision Of Sales Manager/ Business Development Staff

Partner Programs/ Adding Incremental Value

Training

Obtaining Vertical Editorial

Organization of thesis

This thesis has eight chapters. Before starting withihiésis, abstract and acknowledgements is
provided. Chapter 1 describes the “Introduction of the shelsicontains Significance of study,
Purpose of study, Scope of study and Organization ofsth€bapter 2 is related with literature
review. Here, the previous work in the related subjeev@éduated and examined. Based on this
evaluation research gaps has been identified which comesahageer no. 3. Objectives of the

study, Conceptual framework, Null hypothesis and Assumptompart of chapter 3.




Chapter 4 includes methodology of the research, dditcton and sources of data collection.
Chapter 5 represents Business Development Strategigs)et@nce in the market, financial
services firms, financial domain of consultancy servicBsisiness opportunities in the
marketplace, Developing strategies for business grolmteynet marketing strategies, New
product development strategies in financial services, Qutgw strategy and Problems in
business sustainability & development activities. DatdleCtion, Data Analysis, Result and
discussion are discussed in Chapter 6. It represengieabpart of thesis where observations
have been included with respect to data collected foptinpose of research. Conclusion is
covered under chapter 7. Chapter 8 deals with limitatiah fature scope of research. It
explores other related area of study where furthezareb can be done. After Chapter 8,
Annexure which includes questionnaire and response of the @ueste from 18 executives is
given. Subsequent to Annexure, references are provided whitldescname of websites,

journals and other source of secondary data.



CHAPTER 1l - LITERATURE REVIEW

Literature Reviews involves the available materialussed or reviewed on the topic.

According toEdward de bono & Robert Hellers research paper, “The Thinking Managers”

submitted on $ July, 2006 on the websiteht{p://www.thinkingmanagers.com Business

development strategy is the foundation of successfuh&ss Business development strategies
must steer a course between the inevitable internalyseedsr business continuity planning
strategy and the demands of a rapidly changing worldafoevolutionary business strategy.
Business development is among the foremost concerasyobrganization; much of attention
will be devoted to developing and exploiting the business oppaesiritat are presented to
company. Business development strategy involves askingelbsmme searching questions.
Are you prepared to change to realize the vision crdatgdur business development strategy?
What must your business excel at? How does that gffecesses, people and customers? Who
does the planning and controls the implementation of lheiness development ideas,

answering to which goals, actions and measures?

According toJonathan Farrington, the CEO of Top Sales Associates and Chairman of The
Sales Corporation - based in London and Paris, inesisarch review at Ezine Articles in 2007,
The Business Development Strategy is used to underpin y@in Business Plan and
essentially it sets out a standard approach for devejapew opportunities, either from within
existing accounts or by proactively targeting brand new pateatcounts and then working to

close them.




He has suggested three main areas to develop Businessfiiegat Strategy. These three areas
include:

O Ideal Customer Profiling:

O 'New' Opportunities From Within 'Old" Accounts:

O Developing New Opportunities

According toConfederation of Indian Industry, New Delhi, Business development Strategy is
the focal point for information needed for business dgwekent i.e. capturing and increasing

market shares, enhancing competitiveness, accessing n&etsmand increasing profitability.

According to Mr. Efrain Conrique , in his review at

http://www.businessdevelopmentbureau.com, submitted onnibere12, 2008, A Business

Development Strategy is the expressed master guida fmrsiness' success. It is an active

blueprint that integrates the venture's marketing, opeedtaond financial assumptions.

O Fulffill the need for business analysis and formulatiba strategic vision for the company;

O Present a set of financial forecasts based on ratimsamptions about the future and the
business experience of the managers of the companya authors of the plan;

O Provide a tool for measuring and improving performance abdsis for sound decision
making;

O Set budgeting guidelines, — including a working capital budgetaabieak-even analysis
of the particular business;

O Help determine the amount and kinds of financing most apptepfor the specific

business;




O Give financing sources specific and persuasive informatiomitathe particular business
opportunity to be pursued, — information they need to nsaki#t, accurate and helpful

decisions.

Worrall C. in her research paper Business Planning - A Good Busiresddpment Strategy

is Crucial for Success (on her personal web sitga://cfoyourself.com says that When you

decide to start a business, don't forget the fact thawwib eventually have to sell your product
or service. Without a good business development strategyase likely to have a hard time

growing your business.

Mr. Marck writes in his research paper on October 20, 2008 submitted ww.sacial-
marketing-secret.com: There are many different strategipusiness development being used
and new ones being tried every day. However, there adafeentals that must be in place to
develop a successful and innovative strategy. He furtlaessthat a company should Know
exact target market. He summarizes the base for sfigicesd innovative strategy for business
development as:

0 Understand why client stay on your services.

o Don't base service pitch on deception.

o Always provide something for the viewer; even informatian make them return again and
again. Viewers like to get new, updated material. Theeefmake sure to provide ongoing
guality information as often as possible.

o Always research the methods you may want to use tertsly, i.e. link exchanges, click

through programs, pay per click programs, advertising ontseaigines, banner ads, etc.




According to National Innovation Foundation (NIF), Ahmedabad, Guijarat,
(http://lwww.nif.org.in/bd), Business development strateggukh cover covers five sets of
activities mainly positioning of grassroots innovation amdneple of traditional knowledge
across application domains, scouting entrepreneurs, séllismess opportunities, providing
handholding support to new enterprise when it is most ptibteto various market risk and
facilitation diffusion of socially relevant techrogjies.

NIF primarily recognizes the following activities as ajonaource of strategy:

O Identify application domains and conduct market researastertain techno-commercial
feasibility of innovations

O Coordinate with various entrepreneur/industry associatimasiagement institutions, civil
societies, non-governmental organization and incubatassdut entrepreneurs and mentors,
to mobilize management support and explore investment opp@turidr setting up
enterprise, wherever possible.

O Encourage various industry associations and other develégimbadies to set up
mechanisms for licensing innovations for business dewsdop and equitable benefit
sharing with the innovators and traditional knowledge hslder

O Help raise resources for pursuing various activitiesrfoovation value chain.

O Provide financial assistance to innovators, traditiomaviledge holders and other players
in the supply chain for all activities related to techhend business incubation.

O Help promote and diffuse innovations and outstanding tioadi knowledge practices

through market and non-market channels.




O Ensure delivery of incubations services i.e. technicahmercial and handholding support

at innovators’ doorstep.

The Execution Premium: Linking Strategy to OperationgJompetitive Advantage by Harvard
Business School professBobert S. Kaplan and consultanDavid P. Norton shows managers
“how to weave organizational principles into a more&iive management system that respects

the differences between strategy and development ofdsss”

Several takeaways:

The paper lays out a six-stage process:
o Develop the strategy.

o Plan the strategy.

o Align the organization.

o Plan operations.

0 Monitor and learn.

o Test and adapt.

Andreas Birger, PhD Student from Aarhus School of Business, Denmangucts marketing
strategy analysis of organizations to support managerformulating and implementing
successful business development strategies in themdassmarkets. He says that the marketing
strategy analysis is a powerful tool that gives a coitipetedge in the marketplace. It is most

effective when it is implemented as a vital componémiooporate strategy, classifying how the




organization will engage customers, prospects and the etéiop in the market arena. He
illustrates key benefits as:

Serves as the foundation of a business plan

Allows the organization to carry out its mission effegly and efficiently

Deals with the firms rate of new product developmentlaursiness model innovation

Ms. Sara Holtz, a marketing guide, in her research pointing out “AskorgReferrals: A Key

Strategy for Business Development Success” submittedbmut.com. she emphasizes that
referrals are a great source of new business. Refemia@d such an effective business
development strategy because they make it easierltbtbaitrust that is so critical in selling an

intangible like financial services.

There are at least two problems with this:
1. The person being asked is probably a busy professiongiri{egou in mind for a
referral is not likely to be very high on their "to dit.
2. The person being asked probably doesn't have a clear iddaabf great referral
would look like for you, even if they were inclined tde
An effective referral has two elements:
1. Clear statement describing who you are looking for asitslieThe more specific,
the better:

2. A clear statement of the help you are asking for.



If service providers can overcome the above statedgamglthis strategy may be very useful for

them in perusal to their business.

According to Economy Watch The Business Developing Strategy should constitutehef t

following features :

o Should serve as a framework for future decisions andldhmovide a basis for more
detailed planning. It should contain a brief account of hmetderm and long term goals of
the business.

o0 Should be set as a yardstick or benchmark for performammgetoring and making any
required adjustments

0 The strategy should thus stimulate changes and can ¢huseld as a building block for the
next plan.

0 The strategy is ought to be detailed and transparent repagsa of the business which can
explain the business to others in order to inform, invalvé motivate them.

0 The strategy must contain the corporate history of tisnkss and its inception. It should
also consist of the profiles of all the employeesauthé managerial level.

0 Business developing strategies should not be too far fetchiad fmture: it should integrate
the topics of assessing the current business environmeiatindethe company's purpose or
mission in terms of its future objectives of growth axgansion after, say, after a period of

five years.

A research article added Bp Ann Smith on 6" July 2007 at free tutorial @Web articles on

Business development and Market Strategies. He saysntlé final analysis, all business




strategies must be justified by the availability of a viabkrket. In addition, the development
of marketing strategies for each business should be ealligtied to the target market. When
corporate resources are scarce and corporate stremgthisnted, it is fatal to spread them
across too many markets. Merely allocating resourcdsisame way that other firms do yields
no competitive differential. If, however, it can lekscovered which markets really hold
potential, the business will be able to lever itself istgposition of relative competitive

superiority.

This article identifies different aspects of marketatgtgies that companies commonly pursue
and would analyze their impact on performance vis-a-#t $bjectives. A company may
intentionally decide to dilute a part of its market asatter of strategy. Briefly, then, the
following constitute the major market strategies thebrapany may pursue:

0 Market-scope strategy

0 Market-geography strategy

0 Market-entry strategy

0 Market-commitment strategy

(@)

Market-dilution strategy

Danis, Wade M. in publication “Journal of Managerial Issues”, dated 22n2006 in his
research “Business strategy types and innovative prattaealyses business development
strategy and adds that it requires perspectives gained fbgervation and activity in many
business domains. Ideas for and pressures on innovatioarieayfrom environmental sources,

such as new technologies, competitive pressures, or custemeests. Strategy also may be




influenced by internal sources, through the work of a'$imesearch and development personnel
or advances in throughput and efficiency methodologiesait forther be influenced by factors
that arise from the intersection of internal and exkforces. For example, firms may access
information from external sources then utilize it alier their internal characteristics and

activities.

Sam Harrison, the author of ZING, submitted his paper in November, 2008Coedtivity on
command and ldea Spotting — Development of Strategy” andbaf Business Strategy. He
writes that staffers must recognize that a correspgnBiOl must accompany their strategy/
creativity. No firm can afford to indefinitely undemte strategy and creativity for the sake of
strategy, innovation and creativity. There has to beyafpa he onus is also on creative staffers
to explain and sell their ideas.

He summarizes that there should be proper time alldttaeghinkers and strategy makers which
must be accompanied by ROI. It should not be a case tfiah’'a strategy is not awarding

return even though, it has been implemented successfull

Researchers have also distinguished among severaldlygastegy for business development
based on certain characteristics or attributes. Exampldude sustaining versus disruptive
(Christensen, 1997), competence enhancing versus competenoeyidgs{Tushman and

Anderson, 1986), product versus process (Utterback and Abera8ftg), and technical versus
administrative (Damanpour and Evan, 1984). Much of theared on the topic is concerned
with industry-level phenomena, such as environmental ch@ngehman and Anderson, 1986)

and innovation diffusion (Rogers, 2003; Teece, 1980), rather ithdirm-level determinants,




which are main concern, although some has also focuseminovation-performance links

(Damanpour et al., 1989) and innovation adoption at the &l [(Ettlie et al., 1984). A large

amount of research has focused on organizational adsilibiat differentiate more from less
development strategy and innovative firms. A number tbfibates have been examined
including structure, managerial characteristics, availedeurces, administrative intensity, and
internal/external communication, although no set gflaaxatory variables has emerged This
may be because research in this tradition typicallytetenon whether or not organizations
innovate (e.g., adoption decisions), rather than anthey innovate. Although this project tries
to fit within this broad research stream, it adopt a npooeess-oriented approach by examining
the nature of business development and innovative activdteéer than adoption decisions. It
focus on strategic orientation as an attribute becdausecompasses a number of previously

investigated organizational features in a holistic manner.



CHAPTER 1ll - RESEARCH GAPS

This study contains various reviews of research donehenstibject in several diversified
industries but subject of business development in financiauttansy remains untouched or
with few writings on the same. Competition generatesry among the consultancy firms, to
cut the edge of vast cluster of financial services prosideA Audit firms, and to prove itself;

they need a lot of struggle and dynamism in its operatodsolicies.

Thus, problem arises in selecting the business develogoéaes and implementation of the
same across the market to gain competitive sustainabdai@die and to increase profit as well
as the market share simply because of dependency om@kssiness and use of reference in
target market. Thus, this research would aim on idengifgompetitive strategies/ policies for
the financial services providers/ CA Audit firms and theysvof implementation in the current

arena of heavy competition.

Objectives.
Business development of CA firms with reference to atyias
The relationship between other business strategies amieBsiglevelopment strategies
Platform to think innovative based on research

Identification of strategies which are less conceattat



Conceptual framework

The thinking behind business development as a concept is daskke pillars. The first is the
recognition by many that strategic managers need to corzadlerstrategy-for-tomorrow and
strategy-for-today in order to stay successful over .tifies is now state-of-the-art knowledge
within the field of strategic management - following therkvof people such as Hamel &
Prahalad and acknowledgement by Michael E. Porter thattegyr needs to consider both
operational effectiveness and differentiation. Sebgrite thinking is based on the well-known
theory that innovation and effectiveness need diffekents of organisation to succeed - from
Burns & Stalker and onwards, we have come to accept-thisd this is because creative
thinking per se is different from conventional analytitahking, as De Bono and many others
have taught us. Finally, the thinking is based on the lagestgnition that competition these
days is less on product-markets or even on technologydboér on concepts and business
models that change the rules of the competitive gameg.gs Gary Hamel observed at the

threshold of the new millennium.

In short, companies need to be able to manage theintwetof businesses effectively while at
the same time finding and developing new business ideas adélsn this is defined as
Business Development/hat is needed is a process to supplement the convanstrategic
planning process - a supplement that we have chosen tausaless development. The process
of business development is creative and divergent and peetegl@nalytical and convergent

strategic planning process.



The theory and practice of strategic management eoatingent matter. Therefore, the current
trends in the business environments of many firms towaatlsased competition, globalisation
and higher clock speed of products, technologies and custderands serve as the
background for the work being done in this thesis. Somel@ewapmne this 'hyper-competition’,

and it is believe that the current situation can bé¢ fiesmed up by the shift from the industrial
society to a knowledge society where experience, brand,customization characterize the

markets in which firms are to operate.

These trends point towards a strong need to focus @begiz innovation and business

development as a critical complementary part of stratilongside strategic planning.

Null hypothesis:

“In today’s era of competition, CA audit firms can cu gilge of vast cluster of competitors by

adapting sustainable development, Business development avatine strategi€s

Assumptions

It is assumed that firms in industry respond similariyupcoming or innovative idea
It is assumed that this research would be more oajgsigcable to financial consultancy

industry as the mindsets of executives are similar.



CHAPTER IV - RESEARCH METHODOLOGY

Research design provides the glue that holds the regsanjelet together. A design is used to
structure the research, to show how all of the mpgots of the research project -- the samples
or groups, measures, treatments or programs, and methasisigriment -- work together to try

to address the central research questions.

Hence it is clear that Research design is the blueforimesearch. It lays down the methodology
involved in the collection of information and arrivingra¢aningful conclusions from the same.
There are many methods for studying and tackling a prolidatthere are no perfect methods.
Many times more than one method could be used in thleanas process. There are many
classifications accepted for this thesis. The most@ed two classifications are:

1) Exploratory research

2) Descriptive research

These classifications are made according to the ageof the research. In some cases the
research will fall into one of this category, but irhert cases research will fall into another

category.

Secondary data

Before going through the time and expense of collectingnani data, one should check for
secondary data that previously may have been collectedHer purpose but that can be used in
the immediate study. Secondary data may be interthétorm, such as Business Development

Strategy, In-House Research Team, Documented Pape@ngrare external to the firm such as




published data or commercially available data. Secondaryhdatthe advantage of saving time
and reducing data gathering costs. The disadvantagatishi data may not fit the problem
perfectly and that the accuracy may be more difficoltvérify for secondary data than for

primary data.

Sources of secondary datare websites, articles, magazines and other projettteosame

or related topic.

Primary data

Primary data collection is necessary when a reseacammot find the data needed in secondary
sources. Market researchers are interested in prideti. Three basic means of obtaining
primary data are observation, surveys, and experimdiits. choice will be influenced by the

nature of the problem and by the availability of time amuhey.

It is collected directly from people in organisations gueestionnaires and surveys before being
analyzed to reach conclusions concerning the issuesexbin the questionnaire or survey. The
data collected personally through fieldwork. It is Quélitedata consist of various answers and

discussions that come from the kind of open-ended dismsssi Haribhakti & Co.

A source of primary data includes Personal Approaches, surveys, mails, telephonic

discussions and meetings with different persons/ eme®géthe Haribhakti & Co.



CHAPTER V - BUSINESS DEVELOPMENT STRATEGIES

Introduction

Business:

In economics, &dusiness(also calledirm or enterprise) is a legally recognized organizational
entity existing within an economically free country de&d to provide goods and/or services to
consumers. Businesses are predominant in capitalisbewes, where most are privately owned
and typically formed to earn profit to increase the tealf their owners. The owners and
operators of a business have as one of their main ofgigethe receipt or generation of a
financial returnin exchange for their work and their acceptance of N&kable exceptions to
this rule include cooperative businesses and governmeitutiosts. This model of business
functioning is contrasted with socialistic system&jol involve either government, public, or

worker ownership of most sizable businesses.

The etymology of "business"” relates to the state mfgobusy either as an individual or society
as a whole, doing commercially viable and profitable wditke term "business" has at least
three usages, depending on the scope — the singular usage)(d&omean a particular
company or corporation, the generalized usage to @fpharticular market sector, such as "the
record business," or the broadest meaning to includetalityg by the community of suppliers
of goods and services. However, the exact definition ofnbss, like much else in the

philosophy of business, is a matter of debate.



Strategies:

A strategy is a long term plan of action designed to achieve rcpéar goal, most often
"winning". Strategy is differentiated from tactics ommadiate actions with resources at hand by
its nature of being extensively premeditated, and oftenipafigtrehearsed. Strategies are used

to make the problem or problems easier to understand &md so

The word derives from the Greek wastlat gos which derives from two wordstratos(army)
andago (ancient Greek for leadingptrat gosreferred to a 'military commander' during the age

of Athenian Democracy.

Business Sustainability and development strategies

In today’s world of competitive market, companies cansuwvive with their existing structure
and competencies. It must cut the edge of vast cluttemshess world. Hence, every company

needs to achieve the target of current industry and fotigeted business.

Business Sustainable and Development Strategies refertbd action plan made to survive in
the industry and to grow in terms of its developmeinshbuld be noted that business should
sustain first and than only it can go to the market fmeldpment. Therefore, every company
needs to take care of their action plan for sustdityabind than, after satisfying itself with the

current demand, it can go for development.

Such techniques include, but are not limited to, concept and dearelopment, assessments of

marketing opportunities and target markets, intelligence gatheon customers and




competitors, generating leads for possible sales, falipwsales activity, formal proposal
writing and business model design. Business developmeolv@ss/ evaluating a business and
then realizing its full potential, using such tools as narge sales, information management
and customer service. For a sound company able to withstangpetitors, business

development never stops but is an ongoing process.

Business development professionals are frequently fourithte earlier careers in financial
services/investment banking or management consulting; uglthonany find their route by

climbing the corporate ladder in functions such as opesatimanagement or sales.

The pipeline refers to flow of potential clients whadime company is in the process of
developing. Each potential client in the pipeline is gieempercent chance of success with
projected sales (Product & Services) volumes attached. Wéighted average of all the

potential clients in the pipeline can be used for stgfto manage the new business when it

comes in.

For larger and more well-established companies, espeamligchnology-related industries,
business development often refers to creating and mapagategic relationships and alliances
with other, third party companies. In these instancesahngpanies will leverage one anothers'
expertise, technologies or other intellectual propertyeipand their products, services,
functionality and/or market reach without having to invesbuilding or acquiring these with
internal resources. Revenues are typically sharedinmessort of royalty arrangement. For

example, a company with a successful technology wilinparwith a company that has an




existing customer base and sales force, and togethewithggnetrate that market, sharing the

proceeds.

The set of efforts for identifying, researching, analyzamgl bringing to market new businesses
and new products, business development focuses on impktoandf the strategic business
plan through equity financing, acquisition/divestiture ohtexogies, products, and companies,

plus the establishment of strategic partnerships where apgisopr



Financial Services

Financial services are a mature and highly competitivesingu Businesses have invested

heavily in product, distribution and technology infrastructordevelop any source of sustained

differentiation in the marketplace. At the hearttluése efforts lies the use of information to

provide superior customer value and experience. While etdelg organizations have driven

significant profit impact through their use of informationost providers are frustrated with

marginal and diminishing returns on these investmedéespite the availability of very

sophisticated data and modeling techniques.

Proper marketing strategy enables financial services motad

(o]

Attract more of the best customers for any particuddue proposition

Improve returns through more focused marketing spend

Increase customer profitability by targeting and driving higiallppable behaviors
Improve sales productivity by more effectively tailoripgbducts, messages, and offers
to key targets

Create innovative value propositions grounded in deeper cesiosight

Track and optimize ongoing targeting across all chanmedfjding direct mail, phone,

Web, and face-to-face

As the competition for profitable wallet share continues intensify, the demand for

breakthrough marketing approaches has increased dramatically.



Consultancy Services:

Fuelled by increased demand for consultancy services bysticraad foreign firms, the sector
in India is projected to grow at an annual rate of 30 pat e become a Rs 17,000 crore

industry by 2010. The consulting industry in India currentipdsaat Rs 13,000 crore.

Rising opportunities and growing demand for consultancy servioefdwesult in a 28-30 per
cent growth in the sector that would touch over Rs 17,00@ dpr2010. The sector's growth
would mean substantial consultancy opportunities for proj@nagers. There would be over
2.2 lakh people working in this field over the next thyears in the 8500-9000 consultancy
firms across the country. They would specialise in gbascy projects in engineering,

designing, financing, auditing, and hospitality.

Currently, there are about 6000 consultancy firms in majoes like Delhi, Bangalore,
Hyderabad, Chennai, Cochin and Dehradun. The chamber fistésEsional competence, low
cost structure, diverse capabilities and adaptability asores why Indian consultants were

scoring over their global peers.

The US, UK, Japan, China, Saudi Arabia and Gulf nati@hsiawvledge India's consultancy
firms. In the EU as well, demand for Indian consuliafiens is growing given the competitive
edge of these firms over their counterparts in the ASEZNnNtries. Indian consultancy
capabilities are strong in areas like finance, civil ergying, telecom, power, metallurgy,

chemical and computer software.




Financial Domain:

The financial sector is in a process of rapid transéion. Reforms are continuing as part of
the overall structural reforms aimed at improving the pradtgetand efficiency of the
economy. The role of an integrated financial infrastrecis to stimulate and sustain economic
growth. Thus, it is creating an opportunity for the cotaswdy domain to help financial

infrastructure in Indian economy.

The US$ 28 billion Indian financial sector has grown auad 15 per cent and has displayed
stability for the last several years, even when otharkets in the Asian region were facing a
crisis. This stability was ensured through the resilighe¢ has been built into the system over
time. The financial sector has kept pace with the growiegds of corporate and other
borrowers. Banks, capital market participants and insurav® developed a wide range of
products and services to suit varied customer requiremenesReserve Bank of India (RBI)

has successfully introduced a regime where interestaetanore in line with market forces.

Financial institutions have combated the reduction inresterates and pressure on their margins
by constantly innovating and targeting attractive consisegments. Banks and trade financiers
have also played an important role in promoting foréigde of the country. All this impact on
financial sector is creating opportunities for the coasigly firm to grow high and get all the
potential from the market. Thus, it becomes necessaryhé firms who are operating in the
financial consultancy sector, to grab the opportufiibyn the market and generate revenue in

terms of growing further and capture market share.




Financial Consultancy Services Provider Reason to choose the sector for research

The Indian financial sector is on a roll. Driven by Bbsg investor interest and an expanding
market, the industry is also becoming more vibrant, weiwv types of products and services
being offered to meet the needs of the booming econbmgncial service providing agencies
has a lot of growth ahead. For example, the corpg@ternance is getting lot of importance in
the eyes of investors and the companies. Thus, genergipagtonities to implement Clause 49
of the Listing Agreement. In the same way, every campacognizes the need for the internal

audit and wishes to outsource the same to financial segpvaviders.

The buoyancy in the economy is also estimated to lead four-fold increase in India's
investable wealth from US$ 250 billion in 2007 to US$ 1 trilliohh the end of 2009.
Simultaneously, according to a report by Celent, an iatemmal consultancy firm, India's

wealth management will rise to an estimated 42 miligi2012 from about 13 million in 2007.

Clearly, there is huge potential in this segment. Sigmflgawealth management revenues are
expected to account for 32-37 per cent of the total fulliserfinancial institutions by 2012.
The market is also expected to undergo a structural tramsfion with organized players

increasing their market share.



Business Opportunities in the Marketplace

Awareness of Opportunities

Life is continuously throwing up new opportunities in evergustry for those who have the
eyes to perceive them. It does not require a visionarypisiggust an open mind and a will to
see. New opportunities are constantly emerging becaussysaccontinuously evolving, and
the rate of social development is greater today thaangtprior time in recorded history.
Do everything in power to be aware of, understand, and thkentage of the opportunities in

the marketplace.

Awareness and Perception of Emerging Opportunities in thilarketplace

There are a number of things one company can and shouid fister the awareness and

develop the perception of newly emerging opportunitiekemtarketplace. For example-
Encourage clients/customers to speak out, and listerh&d they say. What do they
like? What would they like better? What are their prolsienitvery problem is a
potential opportunity.
Keep abreast of the latest developments in industougir conferences, seminars, and
trade journals.
Do not restrict exposure to own industry. Keep informed abserve trends and
developments in closely and distantly related industitat could conceivably have an
impact on business.
Read the newspaper for social trends and changes istyifs not just for hard news.
Imagine what the future could be if these trends continue.

Closely monitor the new initiatives of competitors.




Definition of Products and Services

“This refers to the capacity of the company to delit®iproduction (products and services)”. It
includes the range and quality of products/services it martket$echnical knowledge and skill
of sales and service staff, and the level of technologgrporated in its products/services and

utilized to carry on business.

Definition of Market

“Market includes the company's relationship with existing aneém@l clients/customers, its
knowledge of changing needs and opportunities in the place whsreperating”, it includes
the way company identifies and reaches its clientslmeys, the quality and speed of service it

provides, marketing, advertising, and the selling and manageki#sits possesses.

Three Levels of Market to Develop Products and Services

The market exists at three different levels.

1. At the first level, the market consists of a finember of recognized needs, and companies
compete to meet those needs. If company approachesatketrfrom this point of view, its
growth is confined to the already established needs ahénket.

2. At the second level, the market consists of needs wnast, but are unrecognized by
society and companies, and therefore are unmet. Compamesbyr recognizing those
unfulfilled needs, creating a general awareness of thahthen meeting them. What are the
unrecognized needs in industry? What new dimension or inctamemprovement can add
to an existing product or service that will meet a lateeed of society or customers and

create a new market that does not now exist?




3. Not every company can create a new product or a new makiethe third level of market
is open to all. There is in every industry a gap betwelst whe market actually needs or
wants and what companies perceive it wants. That gap espsdsrtile untapped ground for

any company that can become more conscious of the rsardatwants.



Developing Strategies For Business Growth

Market Strategies
Definition: This includes the company's relationship with existing andental
clients/customers, its knowledge of changing needs androiees in the market, the way it
identifies and reaches its clients/customers, the tguald speed of service it provides,
marketing, advertising, and the selling and management gkij®ssesses.
Examine management's assumptions, perceptions, predispesitout the market, and
determine to what extent they are valid.
Use one or more of the following Marketing strategieseUimprove -- marketing
materials; advertising; trade shows; direct mail; katiresearch; public relations; etc.
Use one or more of the following Sales strategies:Jades staff -- increase their selling
time (research on product and services, new opportuniilegase their numbers,
increase their knowledge, skills; engage sales repgjbdi®rs; enhance customers'
knowledge of what's offered; etc.
Expand business within the segments in which company servexpand into other
segments; or expand geographical area; or change thes&tesfcompany make within
existing client base, segments, or geographical areas.
Determine what the competition has going for it, ane #wceed them.
Evaluate new opportunities in the market in terms of @¢eguns, new products/services,
collaborations with others, etc.
"Attract” the market by immediately implementing cleaaBs & organizing work to the
next highest level; and by managing finances better. (@dmsinvoke a response and

make the market comes to the company.)




Determine what your unique strengths are, and incorporatantbisnation in your

marketing and mandate efforts.

Products & Services Strategies
Definition: This refers to the capacity of the company to delivexdpcts and services. It
includes the range and quality of products/services it maitketsechnical knowledge and skill
of product representation and service staff, and thel lel/ technology incorporated in its
products/services and utilized to carry on business.
Improve the technology of products/services by adding emedimension to it.
Attune products/services to meet a psychological needeotlidant/customer, so that it
provides greater enjoyment, security or educational value.
Examine every technology which company employs and identfys to reduce cost.
Match products/services as closely as possible withébdaof the market.
Make improvements in organization (structure, activitisgstems, job positions,
procedures, rules, regulations) that will improve the dgrekent and operation of
technology (including product/services).
Introduce new or improved technologies internally thdlt immprove the functioning of
your own organization.
Become fully knowledgeable about all new emerging teduywes that are directly or
indirectly related to your business.
Identify and adapt new technologies to better meen¢lkes of customers.

Work closely with vendors to introduce new products/sesric




Continuously expand and upgrade the product/service knowledgeamical expertise
of people.

Make an effort to completely satisfy existing and potéotiants/customers.

Make clients/customers happier by making employees haplfigrou show more

interest in your employees, thereby making them hapgtiey, will interact better with
your client/customers.

Determine what your unique strengths are, and develop prodwits#serthat

incorporate, or further incorporate these strengths.

Implement the value "Quality" in every possible area.

Organization Strategies

Definition: It holds everything together and forms it into a livingole. Organization consists

of the structures, systems, policies, procedures and edivit a business, the manner in which

it exercises authority, takes decisions, communicatesdic@bes and integrates its activities.
Establish clear job descriptions for every positiond aneate a system whereby the
responsibilities and authority of each position ararcle other people in the company.
Analyze the jobs of executives, managers, and supesvisadentify tasks that can be
delegated to lower levels and the conditions necessangke that delegation effective.
Conduct an analysis of major activities in the compangh(sas selling, order taking,
etc.) to identify ways to increase speed, reduce ctistinate unnecessary steps, and

improve quality. Also, insure there are systems foryeaetivity.



Asses the effectiveness of important systems in d¢bepany (e.g. accounting,
budgeting, personnel, information, planning) in terms ofrtepeed, their personnel
requirements, quality of work, cost of operations, andtidrefully being utilized.

Try to coordinate and integrate any two systems to ceeptaverful organization.

Apply the value to every activity (and sub-activity); dgery system (including every
procedure), and to every job position task (and sub-taskginompany.

Implement organizational values such as coordinationgnatien, discipline, freedom,
standardization, teamwork, and communications.

Determine whether company can innovate any new systemgithaurther improve its
performance. Determine if there are systems succlssfuployed by other companies

that could be used by the company.

People Strategies
Definition: This covers the energies, abilities, skills, andtiuatés of employees that can be
harnessed for growth. People and companies grow togetheseTcompanies that provide
maximum opportunities for their people to grow, find maximum ojpdies for their own
growth.
Recruit people with a high level of energy and good health
Review wage and salary scale, and ensure that the cortiparfsa every position is not
only fair, but perceived as fair. Whenever necessary, eslypeople to understand the
true value of the company's benefits package.
Link compensation directly with performance for everly.|

Introduce profit-sharing or equity programs to make peopieéos” of the company.




Develop the physical and technical skills of people thrdaghal training programs.
Recruit people with the right type of personality torkvowvell in company and
implement its values.

Establish formal and informal programs to give social red¢mgnto high performers in
every department, not just in sales or business develdpEwary day make it a point to
go out and find someone doing something right and recognize it.

Develop the interpersonal and organizational skills afpfee through formal training
programs.

Define clear paths for career development in the compadyput in place an effective
performance appraisal system to evaluate people's perfoeraad help them to acquire
higher level abilities.

Recruit people with the highest possible level of edanaind experience.

Develop the managerial and psychological skills ofpteedhrough formal training and
personal guidance.

Give greater personal attention to the people you work (bt to their work) and
encourage them to do likewise with their people.

Actively involve and encourage people to come forward widas and proposals to
increase efficiency, improve communications, foster cadma and promote harmony
within the company, and between the company and its cugt@nd its vendor.
Recognize and reward individual efforts to improve thetioning of organization.

Give your people personal attention.

Strive to provide people with continuous opportunities to eseeheir incomes.

Provide regular, on-going training for every employee




Give regular feedback to individuals on their perfornealand what they can do to
improve.

Maintain clear and effective two-way communicationvatl employees.

Implement psychological values such as respect ferittividual, personal growth,

freedom, and harmony to the highest level.

Finance Strategies
Definition: This defines the way in which the company manages, misratad utilizes capital
resources for its growth. It includes the quality of egs and skills for accounting, budgeting
and financial management, cash and credit managemeirploaver purchasing and inventory,
access to capital.
Determine the company is exploring and taking advantag&es§ €onceivable source
of finance to make your business grow.
Determine what can be done to improve accuracy and tiessliof accounting so that
information on performance is available as soon asilesafter the day, week, the
month, or the job is over.
Determine how company can utilize financial informati@aapositive instrument for
tracking and monitoring performance on key activities.
Determine what type of indicators we can develop as pesmietivating tools to help
managers and employees evaluate their own performance.
Determine what are the key areas in which the compangaan money by improving

performance. Determine what can be done to raise pexfmann those areas.




Determine what can be done to generate a more podiivela in company regarding
the way money is used to motivate employees and vendors.

Keep expenditure within or below budgeted levels.

"Attract” money - by immediately implementing cleanise& organizing work to the
next highest level; and by managing finances better. (@dmsinvoke a response and
make money come to company.)

Review some personal growth, "inner strategies" thahegmyou attract money.

Developing your marketing strategy

With an understanding of your business' internal strengtits weaknesses and the external
opportunities and threats, a company can develop a strdtagylays to its strengths and

matches them to the emerging opportunities. It can dé&saify weaknesses and try to minimise

them.

The next step is to draw up a detailed marketing plars#tatout the specific actions to put that

strategy into practice.

Questions to ask when developing strategy
What changes are taking place in our business environmeat?h@se opportunities or
threats?
What are our strengths and weaknesses?
What do | want to achieve? Set clear, realistic objestiv

What are customers looking for? What are their needs?




Which customers are the most profitable?

How will | target the right potential customers? Areere groups that | can target
effectively?

What's the best way of communicating with them?

Could I improve my customer service? This can be a lowwag of gaining a competitive
advantage over rivals, keeping customers, boosting aadebuilding a good reputation.
Could changing my products or services increase sales afitdlphty? Most products need
to be continuously updated to maintain competitiveness.

Could extending my product list or service provision meet iegistustomers' needs more
effectively? Remember that selling to existing custonergenerally more cost effective
than continually trying to find new ones.

How will I price my product or service? Although prices needbe competitive, most
businesses find that trying to compete on price alonepisoa strategy. What else are my
customers interested in? Quality? Reliability? Efficigh¥alue for money?

What is the best way of distributing and selling my products

How can | best promote my products? Options might includeraising, direct marketing,
exhibiting at trade fairs, PR or marketing on the web.

How can | tell if my marketing is effective? Checkwhgour customers find out about your
business. A small-scale trial can be a good way ointest marketing strategy without

committing to excessive costs.



Internet Marketing Strateqies

Internet marketing can attract more people to websigease customers for business, and

enhance branding of company and products. The following aréohéO list below which

provides the strategies to start with the Internet Marge

1.

2.

8.

9.

Start with a web promotion plan and an effective design and development strategy.
Get ranked at the top in major search engines, and ggagtiod Search Optimization
Techniques.

Learn to use Email Marketing Effectively.

Dominate marketing niche with affiliate, reseller, asdaxiate programs.

Request an analysis from an Internet marketing coaattennket marketing consultant.
Build a responsive opt-in email list.

Publish articles or get listed in news stories.

Write and publish online press releases.

Facilitate and run contests and giveaways via your web sit

10.Blog and interact with your visitors.



New Product Development (NPD) Strateqgies In Financigervices

Financial Services Management Report illustrates the numbyeof financial NPD executives

viz a viz their skills as:

Figure 1: New Product Development Process Resource Defiese
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Source: Winning NPD Strategies in Financial Services

Business Insights’ industry opinion survey revealed thattM@®D projects are outsourced to
some extent, although 44% of projects are done completélyuse. Smaller companies tend to
outsource more of their NPD, whereas the larger corapapiefer to keep more in-house.

Whilst pressure is increasing for financial services fitmsnnovate, research has shown that




many in the finance sector lack the rigorous, disciplinedcsmbr necessary to pick the right

projects and see them come to fruition.

Some of the questions that need to be answered are:
What are the key factors in successful developmenteuwf financial services products and
services?
How long does it take to develop a new financial product?
Which strategic objectives are the most difficult to aeb?
What proportion of the NPD process is it efficienbtgsource and how much do financial
services companies outsource on average?
Which types of competitive advantage can be most suodgspursued through the
development of new products and services?

Which areas suffer most from lack of resources duringfireamcial product development?

Key findings from this report
Two-thirds of managers are not satisfied with the returrtheir innovation investments
even though innovation is a top three priority for 62%r@ancial services companies,
Most financial institutions have no formal product developtnprocess. Around 60% have
no guidelines or an informal approach.
Although marketing activities are proven drivers of serndeselopment they are often
omitted. Pre - commercialization business analysis @w&t-launch review and analysis

were undertaken in less than half of the companies studied.




Most financial services executives believe their prodoatdd be marketed more effectively
whilst over 40% feel pressurized to focus on the wrong areas
Strongly branded products command a 30% premium and succesaids can be used to

promote new products.

The success of a new product/ services depends upon thé isayparketed/ communicated

during the launch.



Outsourcing Strateqgy — A new way to get expertise and cogctrate more on

core competencies

What is Outsourcing?

“Contracting with a vendor to provide a service rathen fhraviding it yourself”.

Outsourcing, in literal terms, means sourcing from outsitlas the contracting out of a
company's non-core, non-revenue producing activities toiadigex In today's competitive
market, many companies are outsourcing their business delb@ttivities in order to get

enable in their core proficiency.

Thus, it is two way outsourcing strategy. First, Financial S&ice Provider may outsource
its business development activities. Second, other busasemay outsource their financial
work to service providers. Thus, outsourcing of activities hasame importance as the

activities has itself

Figure 2: Qutsourcing of Business Development Strategies

( Outsourcing

Other Business Business Development
Activities




Principle types

Traditional outsourcingHere the routine jobs or tasks that the staff ofdtganization

does not perform are identified and the service provider lydueds staff for this job.

Greenfield outsourcing/Nithout hiring the service provider the organization caeatly
hire an imminent company which can execute their busiwagh was not done in the

organization internally.

Factors that leads to outsource the activities

For an organization the decision to outsource can be brabght by a number of factors:
Heavy workload
Lack of time or urgency
Lack of expertise
Deplorable cost to perform services
Shift to new technologies and/or existing technologies
Add to existing staffing levels hastily
Focus on operational, functional, or technical lintas
Return the focus of staff to core capabilities
Hasten benefits by rapidly employing services or preject
Trim down costs in an explicit functional area
Increase service levels
Reduce capital costs
Cut recurring operational costs

Enable business tactics and/or transformations




Why Outsourcing?

Every business gains massivel
through outsourcing.
More companies are making use (¢

outsourcing and technology to ge

competitive
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Figure 3: Major Reasons for Qutsourcing

Outsourcing means "obtaining a product or service rather tlwu@ng it yourself ". Every

Organization looks for:
Expertise in latest technology

0 Tools & techniques

0 More structured methodology, procedures and documentation

Rapid deployment

o Proficient and skilled man power

Lowered costs

0 Reduced capital investment

0 Reduced in-house inventory



Benefits of Outsourcing
Globalization and de-regulation has changed the ertae 6f business and the companies are
about to receive the new business model, ‘outsourcihg'.nEw atmosphere speeds up business
processes, eliminating administration costs and impraefiingency.
O Cost saving by 40-50%
Reduce investment risk
Get access to specialized skills
Faster development and start up

Overcome human resource crunch

C: OC: O: O: O:

Ability to concentrate on core functions

Next Phase in Outsourcing
If a company has successfully outsourced part of itswbasj it could be worth looking at other
areas to deal out. In short outsourcing:
O Enhance out-of-control functions
Reduces staffing demands
Provides access to a new collection of advanced sikslles®l technologies

O

O

O Guarantee shared risk and reward

O Respond quickly to changing organizational priorities
O

Creates an improved and more reliable level of service



Outsourcing Trends

"Qutsourcing is nothing less than a full-blown meqgas¢trath around the world"

o Offshore outsourcing is increasingly being accomplishedgi®bal sourcing or global
delivery.

o Cannibalization of work : Earlier work was

50-60%
outsourced to a supplier who stayed at 100 savings
home, but today outsourcing is more

n 20 A0r50

prevalent. ‘ ‘

o The growth of the captives, organizations o

owned and operated in a foreign country by

_ Processi Additional R reicl
a parent firm. Here the offshore workforces —Cossin - incountries iia . costs Processing coste

developad  ndia, China etc
eountries

are employees of the parent company, not Figure 4: Outsourcing Trends

an outsourcing supplier.
o Outsourced ecommerce: Sending ecommerce out of housanisraasingly popular choice

for businesses.

Challenges for Outsourcing
Outsourcing are countered by some important challenges
Selection of appropriate offshore location
o Political and economic fidelity of the country
0 Language and talent set of local population

o0 The condition of the country's existing telecommunaaiinfrastructure




Selection of ideal outsourcing partner
o Price
0 Expertise in a particular industry
o Training and qualifications
o Overall customer service strategy
o Company information privacy
o Knowledge in latest technology

Dynamic challenges Priorities for selecting an outsource partner
On g scale of ¥ 03 (where 1 = exdraheous ahd 5 = witall

0 Manageme nt Company information privacy
Cost predictability
challenges Operational flexibility

o Culturallanguage Cost reduction
Access to technology expertise
communication risks Access to the latest technology

Automation of administrative tasks

0 Security risks

Mean Rating

0 Legal concerns

Figure 5: Priorities for selecting an Outsourcing Partner

o Time zone challenges
0 Legalissues
Outsourcing in-house problems
0 Sign up for projects without enough preparation
o Striking big deals for the wrong reasons
0 Lack of legal and regulatory expertise
0 Appropriate recruitment and Shortage of technical exgertis

0 Up-front investment




Case study in brief — Outsourcing of Financial Services

Kale

Kale manages Qatar Airways' revenue accounting aneuevecovery processes, enabling the

company's productivity and efficiency levels to move skyward.

Qatar Airways, which "landed” in the market in 1994, curyectiters to 36 international
destinations, flying over 2.5 million passengers annually. fd#nal airline of Qatar, the

organization is headquartered in Doha

Need to outsource: Qatar Airways decided to outsout€enon-core activity, revenue
accounting, in order to focus on its core function, fiyimThe company felt the outsourcing
solution would enable it to concentrate on buildinglirend image of the airline, positioning it
as the best in the Middle East region. The organizatesdriven to outsource for the following
reasons:

The need to make quick, informed decision on business metei®| costs

Improve the efficiency of the airline

Gain access to specific skill sets and expertise forevenue accounting activity which

were time consuming and costly to maintain in-house

Avoid the costs associated with creating a separatenve accounting department for

procuring and managing the right solution, hiring, training easkilling accountants gain

access to industry-standard, best practices and seleisds in the area of revenue

accounting




Reasons for outsourcing processes to Indi®@atar Airways was seeking a services provider
that understood the finer nuances and complexities in tlenuevaccounting and processing
function. The airline wanted to partner with a vendat thould be a single supplier of both the
revenue accounting software as well as the processingeseKale fitted the bill on each of

these issues. The company, a reputed name within the inthastithe relevant expertise to take

care of specialized revenue accounting needs of Qataays

Benefits gained by Qatar Airways Outsourcing its revenue accounting function has edable
Qatar Airways to improve its bottom line and overafloggncy levels owing to the following
benefits:
Clear, well defined and detailed SLAs
High quality processing software and vendor commitnrekeeping the processing service
state-of-the-art
Detailed, documented business processes Regular steerumrgeetings and processes to
resolve queries on both sides

Access to detailed data for analysis Well drawn up triangilan



Problems in Business Sustainability & Development Activies

There are many problems associated with the businesshabgity & development activities.

These problems must be solved in order to gain businesstade in the market and compete
in the related industry. To develop business model and plabusiness sustainability and
development activities are not alone the factors busolwe problem associated with these

activities are of primary nature.

In practical, no company can build strategies unlesadtus the pre — problems. To illustrate,
suppose a financial services provider firm wants to buildnkess development strategy but it
doesn’'t know theompetitive strategiesand modern tools of business development, it cant be
successful in the future. To start with any activityjrenfmust have the understanding of the
business competition and existing systems than only igodreyond existing system prevailing

in the market.

To state, there are some problems given below for deraion:
Computer illiteracy and English illiteracy among elddslysiness decision makers;
Incomplete understanding of the real meaning of businessogenent;
Insufficient technical and legal protection in the mérke
No sense of security and no trust in new relationship;
Insufficient human resources in information technoltggenerate real time need;
Underdeveloped infrastructure and financial unavailability;
Lack of a reliable and efficient communication system;

The other basic reasons for failure include the following:




Table 1: Problems in Business Sustainability & Developmetiities

Finance Markets/Sales Management | Offerings Operations
Underestimating Misjudging the| Lack of relevant Inability  to | Under-
start-up costs (forsize or growth of sectorial supply investment in
operations & capital the overall market.| experience. profitably to| equipment etc.
expenditure). required
price.
Insufficient funds ol Overoptimistic Insufficient Problems Excessive
access to top-upestimates of marketfunctional with overheads
finance. penetration & breadth. maintaining | (relative to
shares. quality scale of
standards. operations).
Wrong mix of funds Delays in securing Unresolved Restricted High
(e.g. too much debtor developing differences  of range of| operational
and gearing toodistribution opinion. offerings. costs and/or
high). channels. low
productivity.
Over reliance on Underestimating | Unreal Lack of | Poor capacity
trade credit the strength of expectations. innovation utilization.
(receivables). competitors. (me-too
offerings).
Mistaking profit for| Misreading No formal or| Problems Inadequate
cash flow customer clear structures.| sourcing physical




requirements.

supplies.

distribution.

Overoptimistic
projections of

overtrading.

Lack of promotion
& customer

awareness.

Ineffective
financial &
managerial

control systems.

Offerings out
of line with
customer

needs.

Inappropriate
business

location.

Unable to withstang
interest rate

increases.

I Inability to handle
an economid

slowdown.

Clearly, there are very many other reasons as tobwbinesses fail. The key point is that causes
are usually very apparent (especially with hindsight) dre ttick is to anticipate them by

executing appropriate strategies at the outset. Threepdes:

0 Use market research to confirm demand and assess styitabiroposed offerings.

o Create a management team to offset any gaps in expeoepgpertise.

0 Raise equity to reduce exposure to interest rate chamgleser gearing etc.

Steps towards a Strategic Business Plan

Once a set of strategies has been developed, itlmitish certainly need detailed planning and
reality testing. This could embrace market research,isiign scouting and all forms of

planning ranging from investment appraisal through financiakptiopns to business plans or

corporate submissions.




CHAPTER VI - DATA COLLECTION, DATA ANALYSIS, RESULT AND

DISCUSSION

To start with the research, it is necessary to geintdights of the firm and their activities. After
collecting all the relevant details from the availabésaurce, visits have been made in
Haribhakti & Co. To get the know how about the companmesparameters has been selected

which helps in evaluation of the firm and data analirsis1 the gathered information.

Brief Profile of Haribhakti Group

The Haribhakti & Co., Chartered Accountantsame into being in 1951 and since then has
expanded to cover a wide array of services. #ndSO 9001:2000 certified, a multi location,
multi disciplinary accounting & advisory organization wpidhing a number of value added
services including Audit & Assurance, Global Taxation +ebi and Indirect, Management
Services, Internal Audit and other allied Auditing & AccangtServices.

BDO Haribhakti consulting Pvt. Ltd.provides a wide range of corporate services including
Mergers & Amalgamations, Valuations, Due-Diligence, Busin&®-organizations, Private
Equity & IPO Support Services in the domestic & internslomarkets with the objective of
enhancing the prospects of its clients. It also providaskased Accounting, Taxation and HR

services.

We also provide Information Technology (IT) consultingd amformation Systems Risk
Management services such as Information Systems Audésyork Security Reviews, IT
related investigations, IS Security Due Diligence Revi¢heseby assisting clients to obtain

optimum value from their investments in IT.
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COMPANY SIZE

NATIONAL BRANCH & ASSOCIATE OFFICE NETWORK

India has one of the longest coastlines and is bestowhdatural resources in abundance. Our
proximity to East Asian markets as well as Europearketargives us the added location
advantage. We have seen business entities interestiechn business out of diverse locations

such as Maharashtra to Assam.

Recognizing this pan India need of our clients, we have esiablished our branch network in
major cities likeMumbai, Hyderabad, Pune, Jaipur, Ajmer, Delhi, Bangalore and kolkata.
We have dedicated Senior Personnel working out at tbeaéidns with an Endeavour to meet

our esteemed client’s expectations.

NATIONAL ASSOCIATE OFFICES:

In addition to the above we also have National Asge©ffices in all major cities of India.

Jamnagar Aurangabad Bhopal Goa
Bhubaneswar | Chandigarh Chennai Cochin
Patna Jodhpur Trivandrum Baroda

DOMESTIC SIZE OF THE_GROUP:

Member firms in India 2
Correspondent firms in India None
No. of offices in India 9

No. of Partners/Directors and otl| 20 (Partners / Directors)
staff in Mumbai 623 (as on date)




OUR INTERNATIONAL NETWORK

“Global aspirations require global mindsetAt Haribhakti & Co, we understand that our

esteemed client’s global aspirations would requiregaibnal associates with global mindset.

NTERNATIONAL AFFILIATION WITH BDO INTERNATIONAL :

Haribhakti & Co. has an international affiliation wiBDO International. It is a world wide
network of public accounting firms, called BDO Membem#s, serving international clients.
Each BDO member firm is an independent legal entitysioutn country.

Particulars As on 30" September 2007
World wide Fee Income (millions) EUR 3,298
USD 4,703
Number of Countries 110
Number of Offices 626
Partners 2,520
Professional Staff 31,576




OUR INTELLECTUAL CAPITAL

Knowledge is all about the right combination. Knowledgknisllectual Capital. To provide the
best service, requires knowledge. The better a comparyitexis capital the more efficient it
is. We atHaribhakti believe in the power of boundless energy of peoplethanl ability to
create value in an increasingly complex business enviranrmée workforce is the group's
most valuable asset. The 'talent pooHatibhakti comprises of more than 600 people from a
diverse mix of professional backgrounds comprising of ChedteAccountants, Cost
Accountants, Company Secretaries, Management Graduatesistaduates, Certified Internal
Auditors, Certified Information Systems Auditors, CCNASO 27001 Lead Auditors, Certified
Fraud Examiners and Engineers across the country backed tnoiy supporting staff. Well-
structured selection and recruitment processes along seidntifically designed training
programmes are a part of a continuous effort in maemgdtiture leaders.

We employ and retain the best talent and inculcatearh one of them, our core values,
professional ethics, mutual respect, and empower thermaghrour Knowledge Management
initiatives As a new economy group, we challenge oupleeto learn more, look deeper and
offer the knowledge and training to help them learn somgthew everyday. We encourage
them to have high aspirations and create a customizedragna@ph for them. We believe in
creating a supportive and diverse workplace and are a Inaesetd equal opportunity employer.
We offer a variety of services, so we are lookingdarariety of people - individuals who can
bring new perspectives to existing scenarios. Bright...Cre#timkers...Challenge seekers.

We create skills inventory by recruiting skill-setdiime with client expectations. Our recruiting
standards are high with a strong emphasis on practicak vexperience, academic
achievements, an agile mind, professional commitmentea&aéllent interpersonal written and
oral communication skills. We offer competitive reratation and excellent career prospects

including international assignments.



OUR VALUE PROPOSITION

Playing it by The Book:
0 Registered with C&AG (Comptroller & Auditor General of India)
0 CERT (Computer Emergency Response Team)empanelled, Dept. of IT,
Government of India.
0 Member ofNASSCOM
0 PCAOB (Public Company Accounting Oversight Board).
0 Insurance Regulatory and Development Authorityfor Statutory Audits.
Beginning and Endingwith Quality
o Quality driven organizationlSO 9001 certified.
o Standardized Methodology, Practice and Deliverables
Client NeedOriented
o Alignment of needs and aspirants of Global clientsughoeffective understanding
of organization’s service delivery models.

World Class Organizations areDeeply Inclusive

0 Amongst the large accounting firms in the country wittaa India presence.

Organization Built by People with “abundance” Mindset

o Trained and well qualified manpower comprising of Chadefecountants, Cost
Accountants, Certified Information Systems Auditorsstiied Internal Auditors
and Management Graduates.

o Deep appreciation and knowledge of the Government Sector

About Ordinary People delivering Extra Ordinary Resultdor:

o Government Sector and regulatory Bodies such as, REB|, $¥AAD, Ministry of
Finance, State Government, Public Sector Undertakingset As&estructuring
Company

An Enterprise built by people who are proud to associate asriplementers:

0 Haribhakti seeks a role of an ‘implementer’ of suggestionade through a
constructive decision making process.

0 Haribhakti seal of reasonable assurance with regardsetorganization’s internal

control environment.




SELECTED CLIENT PROFILE —INDUSTRY WISE
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Selection of Strateqgies:

The business development activities and impacts agsdawith financial products and services
are an area of intense interest to many stakehol@ibese impacts can be significantly greater
in scale than the impacts of financial institutions’ @pens, such as the amount of mandate
generation in a particular period of time, service dejiveic. These can often represent the
areas of greatest risk to the institution (i.e. reputatisk) and opportunity. Financial service

provider/ CA Audit firm seek to manage these indirectaantp through the development of

policies, systems, and processes that help enhance thiy cpfa an institution’s risk

management and product stewardship.

However, it is very useful to measure some paramépeligies, strategies, business plan, team
management etc.) using activity/ performance indicaidrs.activity/ performance indicators in
this research relates primarily to the systems useddijtutions to develop its business viz a
viz sustainability. Understanding how and when activityusthaarry out, is a key area of
interest from the perspective of accountability and thganisation’'s development &
sustainability performance. These policies/ processes thed relative strengths and
weaknesses are currently the key point of differentiatitwrmany interested in sustainability
and development reports from the financial sector. Inddion on strategies, policies and
procedures can further be enhanced by discussion (in gatjualor quantitative manner within

the research report).

The strategy is gathered from various primary and secorsdamges and it is classified under

various parameters adapted for evaluation purpose. The@ars which are selected include:




o Financial Management (five strategies)
o Initiatives (five strategies)

o Literature (five strategies)

0 Management (five strategies)

0 Marketing (ten strategies)

0 Monitoring (five strategies)

o0 Operations (five strategies)

o Systems & IT (five strategies)

o Team Management (five strategies)

The questionnaire is prepared with the recognition that many ofrte details related to business development
processes while ensuring its sustainability may be sengifierriation. At the same time, it is also recognised that
these are key issues to take into consideration when trying tprietemn organisation’s approach to sustainability

and specially business development activities. Sample peoptbeaetore encouraged to be as transparent as

possible while respecting commercially confidential information.



Summary of strateqies:

The graph shows the summary of strategies. Total nine fumctare selected, and the total
number of strategies in each function is shown in tagrdm. Each strategy has assigned scale
from 1 to 5. (1-Never, 2-Rarely, 3-Occasionally, 4-geently, 5-Always) Thus, total number of

strategy is 50, distributed in nine functions.

Management

IT

Figure 6: Summary of Strategies

Functions

Summary of Strategies

Initiatives  Literature  Management Marketing Monitoring p@ations Systemsé&  Team

Financial
Management
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Ratings:

The graph shows the rating of business developmentgigat evaluated for the purpose of
research. Each strategy is assigned maximum sconedbl) and lowest score of one (1).

Total Functions = 9

Total maximum score = 50 (total no. of strategy) * 5 (haghmank) = 250
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Data Collection from Executives:

A structured questionnaire was developed to collect data the selected company. The most
fundamental and important issue in any survey procedure tsstahe questionnaire for the
purpose. A pre-test of questionnaire in a very small sanselgment helps effective
modification, if any, to the questionnaire resulting i ttlata consistency for large scale
processing. The questionnaire so developed was operatedhaftelg it pre-tested from
executives and managers. Based on the questionnaire, datolegted from the individual
sample units by the investigator. In addition to the stined questionnaire, certain open-ended
guestions were included which relates to other parametrand not present in questionnaire.

Intensive preparation was made before undertaking the dietidatork.

The supervisory officials at the field level have chedkedquality of the data collected. Its aim
was to revisit, recovery of data, to correct initialoes of the interviewer and compliance with

prescribed methods and procedures.

On the basis of the objectives drawn up for the survetpud tables for analysis have been
developed. In order to process the field data, computer-lsadadare (MS Word, MS Excel,
MS paint etc.) was used so as to process the dataasnivgll as output generation. The issues
have been analysed by using statistical and graphical fDadésreport containing the findings
and suggestions is also prepared. It indicates the foeas arhere urgent measures are called
for. The data collected and information gathered from é¢hlecutives. There are nine
departments in the firm. Two executives from each depant are selected for the purpose of

data collection. It is summarized as below:




Department Executive 1 Executive 2

Ms. Aneesha

Sequeira, Ms. Kamya
Audit and Assurance Associate Tripathi, Associate

Mr.  Vaibhav| Mr. Hussian

Jande, Asst. Rassawala, Ass.
Management Services Division Manager Manager

Mrs. Sheeta| Mr. Ashwin

Gandhi, Shetty, Asst
Multi Location Services Division Associate Manager

Mr. Chirag

Nishar, Mr. Asif Siddiqui,
Information Systems Risk Management | Manager Asst. Manager

Mr. Karthik | Mr. Parin

Krishnan, Gondalia, Asst
Corporate Finance Group Manager Manager

Mr. Romesh

Sankhe, Mr. Hariram
Global Taxation services Manager Gilda, Sr. Manager

Mr. Dharmesh Mr. Hardik

Dedhia, Gandhi, Asst
Indirect Tax Services Manager Manager

Mr. Purshottam Mr. Anand Banka

IFRS division Nyati, Manager | Associate
Ms. Heena Mr. Tushar
Lakhwani, Sr.| Manjrekar, Sr.
Customer Relationship Management Manager Executive
Total 9 Department | 18 Executives

(Table 2: Details of executives selected for interviesmf Haribhakti & Co. — Sample)




The data collected and information gathered from theutixes is summarized as below:

Table 3: Rating score of Ms. Aneesha Sequeira, Assoéiatht and Assurance

Functions Rating Score (out of) | Rating Score (assigned
Financial Management, 25 16
Initiatives 25 22
Literature 25 13
Management 25 12
Marketing 50 39
Monitoring 25 17
Operations 25 17
Systems & IT 25 21
Team Management 25 18
Total 250 175
Overall Percentage 100 70

Table 4: Rating score of Ms. Kamya Tripathi, Associaig]it and Assurance

Functions Rating Score (out of) | Rating Score (assigned
Financial Management, 25 17
Initiatives 25 19
Literature 25 14
Management 25 14
Marketing 50 38
Monitoring 25 18
Operations 25 19
Systems & IT 25 21
Team Management 25 19
Total 250 179
Overall Percentage 100 71.60




Table 5: Rating score of Mr. Vaibhav Jande, Asst. Manddanagement Services Division

Functions

Rating Score (out of)

Rating Score (assigned

Financial Management|

25

19

Initiatives 25 18
Literature 25 12
Management 25 14
Marketing 50 32
Monitoring 25 17
Operations 25 17
Systems & IT 25 19
Team Management 25 18
Total 250 166
Overall Percentage 100 66.40

Table 6: Rating score

Division

of Mr. Hussain Rassawala, Assindger, Management Services

Functions

Rating Score (out of)

Rating Score (assigned

Financial Management]

25

18

Initiatives 25 18
Literature 25 13
Management 25 13
Marketing 50 38
Monitoring 25 15
Operations 25 18
Systems & IT 25 16
Team Management 25 14
Total 250 163
Overall Percentage 100 65.20




Table 7: Rating score of Mrs. Sheetal Gandhi, Assqdiatéti Location Services Division

Functions Rating Score (out of) | Rating Score (assigned
Financial Management, 25 16
Initiatives 25 15
Literature 25 11
Management 25 12
Marketing 50 33
Monitoring 25 16
Operations 25 20
Systems & IT 25 15
Team Management 25 15
Total 250 153
Overall Percentage 100 61.20

Table 8: Rating score of Mr. Ashwin Shetty, Asst. Mamalyrilti Location Services Division

Functions Rating Score (out of) | Rating Score (assigned
Financial Management, 25 13
Initiatives 25 15
Literature 25 12
Management 25 12
Marketing 50 36
Monitoring 25 14
Operations 25 20
Systems & IT 25 13
Team Management 25 15
Total 250 150
Overall Percentage 100 60.00




Table 9: Rating score of Mr. Chirag Nishar, Manager, miion Systems Risk Management

Functions Rating Score (out of) | Rating Score (assigned
Financial Management, 25 16
Initiatives 25 16
Literature 25 13
Management 25 14
Marketing 50 32
Monitoring 25 16
Operations 25 20
Systems & IT 25 14
Team Management 25 15
Total 250 156
Overall Percentage 100 62.40

Table 10: Rating score of Mr. Asif Siddiqui, Asst. ManagbBrformation Systems Risk

Management
Functions Rating Score (out of) | Rating Score (assigned
Financial Management, 25 15
Initiatives 25 15
Literature 25 12
Management 25 15
Marketing 50 37
Monitoring 25 16
Operations 25 19
Systems & IT 25 15
Team Management 25 14
Total 250 158
Overall Percentage 100 63.20




Table 11: Rating score of Mr. Karthik Krishnan, ManagempGrate Finance Group

Functions Rating Score (out of) | Rating Score (assigned
Financial Management, 25 24
Initiatives 25 18
Literature 25 14
Management 25 13
Marketing 50 40
Monitoring 25 24
Operations 25 21
Systems & IT 25 21
Team Management 25 23
Total 250 198
Overall Percentage 100 79.2

Table 12: Rating score of Mr. Parin Gondalia, Asst. ManaCorporate Finance Group

Functions Rating Score (out of) | Rating Score (assigned
Financial Management, 25 20
Initiatives 25 19
Literature 25 17
Management 25 18
Marketing 50 39
Monitoring 25 18
Operations 25 18
Systems & IT 25 21
Team Management 25 19
Total 250 189
Overall Percentage 100 75.60




Table 13: Rating score of Mr. Romesh Sankhe, ManagehabTaxation services

Functions Rating Score (out of) | Rating Score (assigned
Financial Management, 25 19
Initiatives 25 19
Literature 25 12
Management 25 16
Marketing 50 42
Monitoring 25 21
Operations 25 23
Systems & IT 25 19
Team Management 25 18
Total 250 189
Overall Percentage 100 75.60

Table 14: Rating score of Mr. Hariram Gilda, Sr. Mana@dopal Taxation services

Functions Rating Score (out of) | Rating Score (assigned
Financial Management, 25 24
Initiatives 25 17
Literature 25 12
Management 25 15
Marketing 50 48
Monitoring 25 21
Operations 25 21
Systems & IT 25 20
Team Management 25 24
Total 250 202
Overall Percentage 100 80.80




Table 15: Rating score of Mr. Dharmesh Dedhia, Managdirdct Tax Services

Functions Rating Score (out of) | Rating Score (assigned
Financial Management, 25 18
Initiatives 25 18
Literature 25 12
Management 25 13
Marketing 50 41
Monitoring 25 19
Operations 25 18
Systems & IT 25 13
Team Management 25 19
Total 250 171
Overall Percentage 100 68.40

Table 16: Rating score of Mr. Hardik Gandhi, Asst. Manalgelirect Tax Services

Functions Rating Score (out of) | Rating Score (assigned
Financial Management, 25 20
Initiatives 25 18
Literature 25 13
Management 25 12
Marketing 50 41
Monitoring 25 19
Operations 25 23
Systems & IT 25 21
Team Management 25 15
Total 250 182
Overall Percentage 100 72.80




Table 17: Rating score of Mr. Purshottam Nyati, Manadd@®Sl division

Functions

Rating Score (out of)

Rating Score (assigned

Financial Management|

25

20

Initiatives 25 20
Literature 25 12
Management 25 12
Marketing 50 31
Monitoring 25 18
Operations 25 22
Systems & IT 25 13
Team Management 25 17
Total 250 165
Overall Percentage 100 66.00

Table 18: Rating score of Mr. Anand Banka, AssociateSIERision

Functions

Rating Score (out of)

Rating Score (assigned

Financial Management|

25

16

Initiatives 25 17
Literature 25 11
Management 25 11
Marketing 50 34
Monitoring 25 20
Operations 25 15
Systems & IT 25 16
Team Management 25 13
Total 250 153
Overall Percentage 100 61.20




Table 19: Rating score of Ms. Heena Lakhwani, Sr. Manageistomer Relationship

Management

Functions

Rating Score (out of)

Rating Score (assigned

Financial Management|

25

15

Initiatives 25 17
Literature 25 11
Management 25 14
Marketing 50 37
Monitoring 25 18
Operations 25 21
Systems & IT 25 14
Team Management 25 16
Total 250 163
Overall Percentage 100 65.20

Table 20: Rating score of Mr. Tushar Manjrekar, Sr. ExeeutiCustomer Relationship

Management

Functions

Rating Score (out of)

Rating Score (assigned

Financial Management]

25

18

Initiatives 25 16
Literature 25 11
Management 25 13
Marketing 50 33
Monitoring 25 16
Operations 25 15
Systems & IT 25 12
Team Management 25 21
Total 250 155
Overall Percentage 100 62.00




Results and Discussion:
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Executives (1 to 18) refer to total respondent (samp& & the purpose of research who has

been interviewed. Functions (Financial Management, liwéia etc.) means the parameters

based on which several strategies have been identifiddbduarcated for the purpose of

evaluation of the research. The scores corresponddhietfunctions denotes the total rating

assigned by respective respondent to each function.

There are 9 functions and each function consistemesstrategies.

0]

0]

Financial Management (five strategies)
Initiatives (five strategies)

Literature (five strategies)
Management (five strategies)
Marketing (ten strategies)

Monitoring (five strategies)

Operations (five strategies)

Systems & IT (five strategies)

Team Management (five strategies)

For all above stated functions excluding marketing, tetr@tegies are 5 and each strategy is

given highest rank of 5 and lowest rank of 1. So the maxiracore for each function is 25. In

other words, a respondent can not assign more than 26 swoany function (excluding

marketing). There are 18 respondents, which makes 25*18=450. 456 Iighest score for

every function (excluding marketing) for 18 respondent.




Similarly, for marketing, total strategies are 10 and eactegy is given highest rank of 5 and
lowest rank of 1. So the maximum score for financi@hagement is 50. In other words, a
respondent can not assign more than 50 score to marketiage &te 18 respondents, which

makes 50*18=900. 900 is the highest score for marketing for 18 csmisn

Observation No. 1:

Literature has got less score as compared to other functions.amsridat there is a need to
evaluate “Literature Policy” of the company. Literatbesically includes:
Sending the corporate materials to clients and individwals are concerned with the
business
Keeping updated to all the clients regarding any changeginations/ policy of their
industry

Sending corporate news and economy overview as anditMpets changes etc.

This practice results in customer satisfaction and custalelight which ultimately results in

generation of new business and leads.

Observation No. 2:

Management is the process of getting activities comglefficiently and effectively with and
through other people. Research reveals that there isofaclear responsibilities and levels of
authority with respect to business development is corder~urther, there is lack of up-to-date

plans for marketing, products & services, human resouncganization, and budget.




Hypothesis Testing:

Researclstarted with the null hypothesis$n today’s era of competition, CA audit firms can cut
the edge of vast cluster of competitors by adapting sasti@indevelopment, Business

development and innovative strategies

Research shows that many executives rely on theitirexiaccounts and recurring opportunity.
Observation which comes out from research proves thaisthigppening in the current market
because they do not know how other strategies are [glirectindirectly related with the
business development. Once adapted, how these stratagiedfect new businesses. "People
do not fail because they planned to fail but rather beddesefailed to plan”. Therefore, from
the research it can be concluded that “Literature &jreg” and “Management Strategies” are at
the lowest score which would results in deficiency talsaproper business development. If
company gives special consideration towards the samegyithave full fledged and accurate
business development strategies. Thus, it can be sumechas “In today’s era of competition,
CA audit firms can cut the edge of vast cluster of corgstiby adapting sustainable

development, Business development and innovative strategie

The Business Development Strategy is used to underpim Bueiness Plan and essentially it
sets out a standard approach for developing new opportureitber from within existing
accounts or by proactively targeting brand new potentiebwatts and then working to close

them.



The key word is 'Strategy', because business is creatmgrkable and achievable set of

objectives in order to attain or exceed annual target.

If you have conducted regular account reviews with your aegounts during the previous
twelve months, you should be aware of any new opporsrtihat will surface during the next
twelve months. You will also, when assessing what m¢age of your annual target usually
comes from existing accounts, need to review data tweelast two or three years. (It is likely
that you can apply Pareto i.e. 80% of your businessprnolbbably come from existing accounts

and in fact 80% of your total revenue will come from 2@% of your customers/clients)

You will be left with a balance - i.e. "20% of businessxt year will come from new

opportunities” - therefore you can then begin to alegour selling time accordingly.

'‘New' Opportunities From Within 'Old" Accounts:

Research reveals that many executives rely on existinguats in their business baskets.

Because it costs approximately ten times as much,stddicate and then sell to a new customer
as it does an existing one (although these costs aig raflected in the cost of sales or cost of

contract), it is essential to fully develop existing@ants working upwards, downwards and

sideways, thus making the most of the (hopefully) egoelleputation. Most corporate accounts
have several divisions, departments, sites, even godfiites and executives must satisfy him

self that he has exhausted every possible avenue.



Developing New Opportunities:
There are a number of ways in which a business targebppartunities. The observation that
comes from the research includes:
Direct Mall
Telephone Canvassing
Researching Archived Files for Customers Who Used To Buy Ffour Company
Exhibitions
Seminars
User Groups
E-Mail Campaigns
Referrals
Qualified Leads

Advertising

Need of a Typical Business Development Plan:

Research comes out with the need to plan out the wkaleand review / revise quarterly.
List existing accounts and plan what activities / actiogsd to be completed in order to
fully exhaust all opportunities. For instance, plan teecanore bases within the decision
making unit or contact associated companies or offitks. Strategic Account Profile
can be used as a prompt.
Begin to target new accounts using business directetiesand set targets per week /

month / quarter.




Then build in what assistance executives need from magké&inction - i.e. qualified
leads, seminars, exhibition attendance etc.

Finally share plan with managers and then committ to i

Linking With Your Commercial Plan:

Research have suggested that Business Developmemrig$tnabuld link with Master Business
Plan but logically executives should also integratat iCommercial Kit (this is a document
that outlines monthly, quarterly and annual targets) - Bpalty the areas that deal with new
business generation, account management and developneenThetse documents when

combined should drive and guide through the next twelve @ttt beyond.

Institutional Strategies to Encourage Intra-preneurship in Grganization
The companies should encourage Institutional Strategaesvibuld affect its employee in terms
of opportunity generation and product & service developntamnther, reward policy will help
in achieving the goal of the programs. Some of the politias are outcome of the research
conducted are:

Technical Assistance Programs

Soft Skill Training and Personality Development

Product Knowledge Training

Access to Market Programs

Cluster or Sectoral Development Programs



Pitfalls to Avoid

Making assumptions about what customers want.
Ignoring the competition.

Trying to compete on price alone.

Relying on too few customers.

Trying to grow too quickly.

Becoming complacent about what you offer and failingpptovate.

Understanding Strength and Weaknesses
Strategy must take account of how business' strengths aakhesses will affect business
development. Begin with marketing strategy document aithhonest and rigorous SWOT
analysis, looking at strengths, weaknesses, opportuaitgkshreats.
Strengths could include:
o Personal and flexible customer service
0 Special features or benefits that your product offers
0 Specialist skills
Weaknesses could include:
o Limited financial resources
0 Lack of an established reputation
o Inefficient accounting systems
Opportunities could include:
0 Increased demand from a particular market sector

0 Using the internet to reach new markets




o New technologies that allow to improve product quality

Threats could include:

(0]

(0]

The emergence of a new competitor

More sophisticated, attractive or cheaper versions afymtoor service

New legislation increasing costs

A downturn in the economy, reducing overall demand



CHAPTER VII - CONCLUSIONS

The transformation, modernization, diversificationrd atompetition of business and related
developments in the economy pose important and urgentchallenges and opportunities to
the financial services providers/ CA Audit firms. The larggonomic context in which

businesses must compete and workers must strive to gaicoanreic foothold has changed
dramatically. Competition is fierce and global in itsach. The more successful, more
competitive firms have fundamentally altered the wagytwork to achieve greater efficiency,
productivity and quality. The effects of these changes tmen profound. The economy is
exploding with business development opportunities for ideasyations, and the drive to find

a place for them in the world marketplace.

Today’s development challenge demands that financial esrpioviders/ CA audit firms must
change their mindset for acquiring new business and ageatimopportunity from within old
accounts. There are many strategies in the market whbskhighest importance but still these
strategies get neglected because of market conditiecsssions and cost cutting. Hence, it
gives new scope and challenge to executives to fighttiwé corporate world and bring out new

strategies related with business development or applgtisting strategies in a suitable ways.

The firms should also develop an evaluation frameworkpgriodically assessing the overall
effectiveness of the Strategy's implementation. Traenéwork document will allow issues-
oriented, corporate monitoring of departmental progrekgive to strategic objectives and

priorities for business development.




The evaluation framework will provide a more strategicspective on the achievement of
desired results. It will identify how to relate spegifshort-term accomplishments to broader
concerns about progress related to business developmentiv@geand priorities. This will

require the development of performance indicators orsuomea associated with longer-term
interests such as improvements in marketplace climatethe enhanced use of appropriate

technologies that contribute to business development.

Thus, it can be concluded that business developmentgratare linked together with several
other organizational strategies and importance mustvea ¢o adapt the same as it related with
the final cash inflow of the business directly oriiadtly. A study should be carried out in firms
to understand the effectiveness of strategies and to géiettedeas from executives. Indian
economy is still facing problem of centralization and tlecision comes from top management

whereas, it must be decentralized as far as strat@giencerned.



CHAPTER VIII - LIMITATIONS AND FUTURE SCOPE

The limitation to business development strategies bdl limited to where a company’s
marketing messages are placed (advertisements, coneatd, previous mandates etc.) and
how executives interact with business clients. Whilessnbusiness development works for
many businesses in the consumer market, the businekstrizaa far more targeted sector with
many industries that relate to one another in a diftefi@shion. There is a greater emphasis on
building professional relationships with business cli¢imé$ require constant communication far

after a service has been delivered.

In short, target marketing and personal marketing are #uwe succeeding traits economy. The
business development strategy of specifically targetingesoiarket segments, while leaving
other segments to competitors, is unrealistic. Furthhels not possible to target the whole

market, which creates confusion among businesses.

Kotler has made it clear that he sees targetingeibéist way to approach business development
problems, the "framework for strategic success in theketplace" (Kotler 1991, p262).
Furthermore, this view appears to be widely adopted amagngstitioners and academics.
However, that targeting is logically supported only in thee occasions where an organisation
can only operate in one segment, as may be the cikegeographical segmentation of
operations. It is also possibly, but not necessarilg, best approach when leakage can be
avoided between different segments. In other caBess is no logical reason and no empirical

evidence to support the assertion that it is the lpgsbach.




This topic possesses several future scope for executiwesllags for researchers. Some of the
topics which have more importance and can be takemribrer research are:
Development and implementation of strategies to grbev drganization's business and
market share
Development of new business partners through networkiefgrrals, company lead
generation and cold calling.
Training and assistance of business partners in products awmdeserpricing, and
operational processes.
Working with business partners to identify target act®and to achieve specific goals for
closing new business (A chain of target)
Planning, coordinating and executing presentations to infornsupde, educate and
ultimately close business
Learning, development and implementation of new waydifferentiate company in the
marketplace
Customer documentation and maintenance of appropriate @rsameh prospect information
into the company’s customer relationship management dstabee CRM, pipeline

database, target list etc.



ANNEXURES:

Annexure 1: Questionnaire:

Sl. | Strategies Parameters

No.

1 We are taking fresh initiatives to contact all pot@ntiients/customers fqg Initiative
our products and services in our marketplace and to developmaeket
strategies, and then follow through on our plans.

2 Our marketing strategy effectively differentiates usthe eyes of th¢ Marketing
client/customer.

3 Our literature and promotional materials are designed ftecteely | Literature
promote our products and services.

4 We effectively utilize mailings, advertising, and othemfe of marketing Marketing
to attract new clients/customers.

5 We have effective methods and systems to follow-up oeryg Systems &
project/case/job, assess client/customer satisfactiand obtain IT
client/customer referrals

6 We systematically monitor the impact of promotionsd abusinesgy Marketing
development strategy to evaluate their effectiveness.

7 The information that we provide to our clients/custonmetgnely, accurat¢ Literature
and appropriate to satisfy their level of needs.

8 We know exactly who is the target market for our proslactd services | Marketing

9 | We have an excellent network of contacts who refdusiess. Marketing

10 | We have the perfect quantity and mix of clients/custorf@reur producty Marketing
and services.

11 | We continuously and closely monitor the activity levef our | Monitoring
clients/customers, distinguishing between those thad@inee and inactive
and those that have short term and long term work patentia

12 | Every member of our business development staff knows tholgten to| Marketing
clients/customers, win their confidence, and make thesh Happy abou
the products and services we offer.

13 | All our business development people are alert, initiatmgrgetic an¢ Team
enthusiastic in the interactions with clients/custsme Managemen|

14 | Our people have clear targets that effectively motivla¢éen to exceed pa] Team
levels of performance supported by good pay scale and perfoentease( Management
incentives

15 | Managers frequently monitor and review individual performamitle each| Monitoring
person and identify ways to improve their performance.

16 | We have a clear and in-depth understanding of the treretgiaff demang Marketing

in our professional area.




Sl. | Strategies Parameters

No.

17 | We eagerly and enthusiastically study new technologiesearch of nev Initiative
business opportunities.

18 | We maintain continuous feedback from the client/custammenow we arg Operations
doing on the project/case/job, and respond in kind.

19 | We are always able to focus on the issues that taatdustomer deen] Operations
most important, rather than getting side-tracked by our mterests ol
lesser issues.

20 | There is good communication and coordination betweenbti@ness Team
development force and those performing the service. Managemen|

21 | When clients/customers inquire about the status of ooduysts and Systems &
services, we are able to immediately retrieve the mddion and reply. IT

22 | We have a core team in place capable of effectivelgaging all aspects ¢ Initiative
our business.

23 | We effectively delegate responsibilities to people throughohe| Monitoring
organization and closely monitor their performance.

24 | We assign clear responsibilities and levels of authotdy people] Managemen
throughout the organization.

25 | There are standard written operating procedures for atine recurring Managemen|
activities.

26 | All activities of the company are carefully plannedagivance and close| Monitoring
monitored during implementation.

27 | Routine operations, such as handling paperwork are complete Operations
schedule. And we always complete the work for our dieastomers in
timely manner.

28 | When we undertake a project/case/job we are clear aheutime ang Managemen|
resources required.

29 | We are highly successful in recruiting people with tightriqualifications, Team
skills and personality and We have an effective orieaaéind training Management
program to bring new employees up to high levels of pedooa.

30 | We have systems in place to capture ideas and suggestinesated at a| Systems &
levels of the company and procedures for evaluating aspbneing to IT
proposals.

31 | The company encourages and supports the on-going educatalh itsf| Team
employees. Managemen|

32 | Our accounting system enables us to track all categorie®aniring| Financial
expenses and compare them to past levels and industry norms. Managemen|

33 | Our inventory system enables us to accurately accoutlfproducts ang Operations

services without discrepancies.




Sl. | Strategies Parameters

No.

34 | Our project/case/job costing/estimating methods and regstccurately Managemen!
reflects the actual cost needed to complete each poajsefjob.

35 | Our company is highly successful in evaluating market risidit risks| Financial
and minimizing bad debts while ensuring control expenditunaitomize | Managemeni
costs and eliminate waste of any description.

36 | In evaluating products and services to purchase/utilize weyaltake intg Financial
account the costs (to maximize profitability) of themte Managemen|

37 | Fresh ideas are continuously being generated and encouraged. Initiative

38 | We are able to differentiate between each projects&zgeb's anticipate( Financial
cost vs. its actual costs. Managemen|

39 | Our fee structure is the most effective for our typ@rofducts and servicqg Financial
and our types of clients/customers. Managemen|

40 | A good number of our products and services are geared tepawific| Initiative
niche areas that uniquely make us stand out in the market.

41 | Our marketing plan incorporates the latest innovatiam$ methods fol Marketing
reaching the client/customer and it is continuously beingadggal ang
improved to match the needs of the market.

42 | We are aware of the economic, social, governmemégdrnational, an¢ Marketing
industry forces affecting the market.

43 | The company has up-to-date plans for marketing, products & sgy| Management
human resources, organization, and budget.

44 | we support our operational thought representation to ¢leotigh emails| Operations
presentations and concept notes

45 | we prepares database to target the client and follownupe same whil¢ Systems &
ensuring proper MIS systems across the organisation IT

46 | we maintains centralised resources to support centiahsaf the recordy Systems &
in order to avoid any duplication of the target IT

47 | We continuously use to send our report on related topinteffest to oul Literature
clients in order to improve their level of efficienagd build relationship

48 | We provide free of charge our service offerings exclusivetystdected Literature
clients while addressing their pain areas in literaturernable them tq
understand the needs of services

49 | Any other literature (company specified) Literature

50 | We have proper system in place to monitor and createof summary off Monitoring

our business sustainability and development activities

Total Score=250




Annexure 2: Response of Ms. Aneesha Sequeira, AssociatedA and Assurance

Interviewed on: 02/02/2009

Time: 10.00 am

Sl. Strategies Parameters| Ratings
No.
1 | We are taking fresh initiatives to contact all poten Initiative

clients/customers for our products and services In

marketplace and to develop new market strategies, amg

follow through on our plans. .
2 | Our marketing strategy effectively differentiates ushe| Marketing

eyes of the client/customer. 5
3 | Our literature and promotional materials are designe| Literature

effectively promote our products and services. 3
4 | We effectively utilize mailings, advertising, and otf@ms | Marketing

of marketing to attract new clients/customers. 4
5 | We have effective methods and systems to follow-ugf Systems &

every project/case/job, assess client/customer aetiisih, IT

and obtain client/customer referrals 3
6 | We systematically monitor the impact of promotions Marketing

business development strategy to evaluate

effectiveness. 4
7 | The information that we provide to our clients/custasrief  Literature

timely, accurate and appropriate to satisfy their leve

needs. 4
8 | We know exactly who is the target market for our prosli Marketing

and services 3
9 | We have an excellent network of contacts who refe| Marketing

business. 5
10 | We have the perfect quantity and mix of clients/custor] Marketing

for our products and services. 3
11 | We continuously and closely monitor the activity levél| Monitoring

our clients/customers, distinguishing between thoseadite

active and inactive, and those that have short termoegd

term work potential. s
12 | Every member of our business development staff kn Marketing

how to listen to clients/customers, win their conficksnand
make them feel happy about the products and service
offer.




Sl. Strategies Parameters| Ratings

No.

13 | All our business development people are alert, initig Team
energetic and enthusiastic in the interactions | Management
clients/customers. 3

14 | Our people have clear targets that effectively motitiagen Team
to exceed past levels of performance supported by goo{ Management
scale and performance based incentives 4

15 | Managers frequently monitor and review individ{ Monitoring
performance with each person and identify ways to ing
their performance. 3

16 | We have a clear and in-depth understanding of the tf Marketing
effecting demand in our professional area. 4

17 | We eagerly and enthusiastically study new technologie Initiative
search of new business opportunities. 5

18 | We maintain continuous feedback from the client/custg Operations
on how we are doing on the project/case/job, and respo|
kind. 3

19 | We are always able to focus on the issues that| Operations
client/customer deems most important, rather thannge
side-tracked by our own interests or lesser issues. 4

20 | There is good communication and coordination betweel Team
business development force and those performing| Management
service. 4

21 | When clients/customers inquire about the status of| Systems &
products and services, we are able to immediately ret IT
the information and reply. 4

22 | We have a core team in place capable of effecti Initiative
managing all aspects of our business. 4

23 | We effectively delegate responsibilities to peo Monitoring
throughout the organization and closely monitor tl
performance. 3

24 | We assign clear responsibilities and levels of autthéo | Management
people throughout the organization. 5

25 | There are standard written operating procedures fo| Management
routine recurring activities. 3

26 | All activities of the company are carefully planned| Monitoring
advance and closely monitored during implementation. 4

27 | Routine operations, such as handling paperwork| Operations

completed on schedule. And we always complete the
for our clients/customers in a timely manner.




Sl. Strategies Parameters| Ratings
No.
28 | When we undertake a project/case/job we are clear § Management

the time and resources required. 3
29 | We are highly successful in recruiting people with thétr Team

gualifications, skills and personality and We have | Management

effective orientation and training program to bring n

employees up to high levels of performance. s
30 | We have systems in place to capture ideas and sugge Systems &

generated at all levels of the company and procedure IT

evaluating and responding to proposals. c
31 | The company encourages and supports the on-g Team

education of all its employees. Management 4
32 | Our accounting system enables us to track all categdri Financial

recurring expenses and compare them to past levely Management

industry norms. 3
33 | Our inventory system enables us to accurately accoun Operations

all products and services without discrepancies. 3
34 | Our project/case/job costing/estimating methods | Management

systems accurately reflects the actual cost neede

complete each project/case/job. )
35 | Our company is highly successful in evaluating market Financial

credit risks and minimizing bad debts while ensur Management

control expenditure to minimize costs and eliminatet&v

of any description. 3
36 | In evaluating products and services to purchase/utilize Financial

always take into account the costs (to maxinf Management

profitability) of the items. 4
37 | Fresh ideas are continuously being generated Initiative

encouraged. 4
38 |We are able to differentiate between e Financial

project's/case’s/job's anticipated cost vs. its acts#d.co Management 3
39 | Our fee structure is the most effective for our tyde Financial

products and services and our types of clients/customer; Management 3
40 | A good number of our products and services are g€ Initiative

toward specific niche areas that uniquely make us stan

in the market. 4
41 | Our marketing plan incorporates the latest innovations| Marketing

methods for reaching the client/customer and it

continuously being appraised and improved to match

needs of the market. 4




Sl. Strategies Parameters| Ratings
No.
42 | We are aware of the economic, social, governmel Marketing

international, and industry forces affecting the market 3
43 | The company has up-to-date plans for marketing, pro¢ Management

& services, human resources, organization, and budget 5
44 | we support our operational thought representation to ¢ Operations

through emails, presentations and concept notes 4
45 | we prepares database to target the client and folloeny Systems &

the same while ensuring proper MIS systems across IT

organization 5
46 | we maintains centralised resources to support centraly Systems &

of the records in order to avoid any duplication of thgdtr IT 4
47 | We continuously use to send our report on related top| Literature

interest to our clients in order to improve their eewf

efficiency and build relationship )
48 | We provide free of charge our service offerings exclusiy Literature

for selected clients while addressing their pain area

literature to enable them to understand the needs of ser
49 | Any other literature (company specified) Literature
50 | We have proper system in place to monitor and creq Monitoring

pivot summary of our business sustainability ¢

development activities 4

Total = 175 out of 250

Percentage = 70.00




Annexure 3: Response of Ms. Kamya Tripathi, Associate, Audénd Assurance

Interviewed on: 02/02/2009 Time: 12.00 pm

Sl. Strategies Parameters| Ratings
No.

1 | We are taking fresh initiatives to contact all potdn Initiative

clients/customers for our products and services in
marketplace and to develop new market strategies,
then follow through on our plans.

4
2 | Our marketing strategy effectively differentiates ugha Marketing
eyes of the client/customer. 4
3 | Our literature and promotional materials are desigme,  Literature
effectively promote our products and services. 3
4 | We effectively utilize mailings, advertising, and ot  Marketing
forms of marketing to attract new clients/customers. 3
5 | We have effective methods and systems to follow-ufj  Systems &
every project/case/job, assess client/customer aettii, IT
and obtain client/customer referrals c

6 | We systematically monitor the impact of promotionsl Marketing
business development strategy to evaluate
effectiveness. 3

7 | The information that we provide to our clients/custamsl  Literature
timely, accurate and appropriate to satisfy their lenfe
needs. 4

8 | We know exactly who is the target market for our proglf Marketing
and services

9 | We have an excellent network of contacts who refe] Marketing
business. 5

10 | We have the perfect quantity and mix of clients/custor] Marketing
for our products and services.

3
11 | We continuously and closely monitor the activity level Monitoring
our clients/customers, distinguishing between those
are active and inactive, and those that have shont aed
long term work potential. s

12 | Every member of our business development staff kn  Marketing
how to listen to clients/customers, win their confider
and make them feel happy about the products and sel
we offer. 4




Sl. Strategies Parameters| Ratings

No.

13 | All our business development people are alert, initig Team
energetic and enthusiastic in the interactions Management
clients/customers. 4

14 | Our people have clear targets that effectively moti Team
them to exceed past levels of performance supporte Management
good pay scale and performance based incentives 4

15 | Managers frequently monitor and review individ{ Monitoring
performance with each person and identify ways
improve their performance. 4

16 | We have a clear and in-depth understanding of the t1  Marketing
effecting demand in our professional area. 4

17 | We eagerly and enthusiastically study new technolagié Initiative
search of new business opportunities. 4

18 | We maintain continuous feedback from the client/custg Operations
on how we are doing on the project/case/job, and reks
in kind. 4

19 | We are always able to focus on the issues that Operations
client/customer deems most important, rather thannge
side-tracked by our own interests or lesser issues. 3

20 | There is good communication and coordination betw Team
the business development force and those performin¢ Management
service. 3

21 | When clients/customers inquire about the status off Systems &
products and services, we are able to immediately ret IT
the information and reply. 4

22 | We have a core team in place capable of effecti Initiative
managing all aspects of our business. 4

23 | We effectively delegate responsibilities to peg Monitoring
throughout the organization and closely monitor t
performance. 4

24 | We assign clear responsibilities and levels of authdol| Management
people throughout the organization. 3

25 | There are standard written operating procedures fo| Management
routine recurring activities. 3

26 | All activities of the company are carefully planned| Monitoring
advance and closely monitored during implementation. 3

27 | Routine operations, such as handling paperwork| Operations

completed on schedule. And we always complete the
for our clients/customers in a timely manner.




Sl. Strategies Parameters| Ratings
No.
28 | When we undertake a project/case/job we are clear § Management

the time and resources required. 3
29 | We are highly successful in recruiting people with thétr Team

gualifications, skills and personality and We have| Management

effective orientation and training program to bring n

employees up to high levels of performance. .
30 | We have systems in place to capture ideas and sugge  Systems &

generated at all levels of the company and procedure IT

evaluating and responding to proposals. 4
31 | The company encourages and supports the on-g Team

education of all its employees. Management 4
32 | Our accounting system enables us to track all categofri Financial

recurring expenses and compare them to past level{ Management

industry norms. 3
33 | Our inventory system enables us to accurately accoury Operations

all products and services without discrepancies. 4
34 | Our project/case/job costing/estimating methods | Management

systems accurately reflects the actual cost needeg

complete each project/case/job. )
35 | Our company is highly successful in evaluating ma Financial

risk, credit risks and minimizing bad debts while ensul Management

control expenditure to minimize costs and eliminatetev

of any description. 4
36 | In evaluating products and services to purchase/utilize Financial

always take into account the costs (to maxini Management

profitability) of the items. 4
37 | Fresh ideas are continuously being generated Initiative

encouraged. 4
38 |[We are able to differentiate between e Financial

project’s/case’s/job’s anticipated cost vs. its actaests. Management 3
39 | Our fee structure is the most effective for our type Financial

products and services and our types of clients/customel Management 3
40 | A good number of our products and services are Qe Initiative

toward specific niche areas that uniquely make us stan

in the market. 3
41 | Our marketing plan incorporates the latest innovations| Marketing

methods for reaching the client/customer and it

continuously being appraised and improved to match

needs of the market. 4




Sl. Strategies Parameters| Ratings
No.
42 | We are aware of the economic, social, governme| Marketing

international, and industry forces affecting the market 5
43 | The company has up-to-date plans for marketing, pro¢ Management

& services, human resources, organization, and budge 3
44 | we support our operational thought representation to ¢ Operations

through emails, presentations and concept notes 4
45 | we prepares database to target the client and follow |  Systems &

the same while ensuring proper MIS systems acros IT

organisation 4
46 |we maintains entralizat resources to supp{ Systems &

entralization of the records in order to avoid & IT

duplication of the target 4
47 | We continuously use to send our report on related top  Literature

interest to our clients in order to improve theireleof

efficiency and build relationship )
48 | We provide free of charge our service offerings exclusi Literature

for selected clients while addressing their pain areg

literature to enable them to understand the need

services
49 | Any other literature (company specified) Literature
50 | We have proper system in place to monitor and creqg Monitoring

pivot summary of our business sustainability ¢

development activities 4

Total = 179 out of 250

Percentage = 71.60




Annexure 4. Response of Mr. Vaibhav Jande, Asst. Manager, Managent Services

Division

Interviewed on: 03/02/2009 Time: 10.00 am
Sl. Strategies Parameters| Ratings
No.

1 | We are taking fresh initiatives to contact all poten Initiative
clients/customers for our products and services In
marketplace and to develop new market strategies, and
follow through on our plans.

4
2 | Our marketing strategy effectively differentiates us in Marketing
eyes of the client/customer. 3
3 | Our literature and promotional materials are designe( Literature
effectively promote our products and services. 5
4 | We effectively utilize mailings, advertising, and othemfs| Marketing
of marketing to attract new clients/customers. )
5 | We have effective methods and systems to follow-ug Systems &
every project/case/job, assess client/customer aetiih, IT
and obtain client/customer referrals 4
6 | We systematically monitor the impact of promotions Marketing
business development strategy to evaluate their eféewss. 5

7 | The information that we provide to our clients/customsr  Literature
timely, accurate and appropriate to satisfy their levke
needs. 3
8 | We know exactly who is the target market for our prod| Marketing
and services

9 | We have an excellent network of contacts who refe] Marketing
business. 4
10 | We have the perfect quantity and mix of clients/custerf@r; Marketing
our products and services.

4
11 | We continuously and closely monitor the activity levebor | Monitoring
clients/customers, distinguishing between those that
active and inactive, and those that have short texdnlamg
term work potential. 2

12 | Every member of our business development staff knows| Marketing
to listen to clients/customers, win their confidencel arake
them feel happy about the products and services we offe




Sl. Strategies Parameters| Ratings

No.

13 | All our business development people are alert, initig Team
energetic and enthusiastic in the interactions Management
clients/customers. 4

14 | Our people have clear targets that effectively motiviagent Team
to exceed past levels of performance supported by goo( Management
scale and performance based incentives 3

15 | Managers frequently monitor and review individ{ Monitoring
performance with each person and identify ways to ing
their performance. 3

16 | We have a clear and in-depth understanding of the tn  Marketing
effecting demand in our professional area. 3

17 | We eagerly and enthusiastically study new technolomie Initiative
search of new business opportunities. 3

18 | We maintain continuous feedback from the client/custg Operations
on how we are doing on the project/case/job, and respo
kind. 3

19 | We are always able to focus on the issues that| Operations
client/customer deems most important, rather thannge
side-tracked by our own interests or lesser issues. 3

20 | There is good communication and coordination betweer Team
business development force and those performing the e Management 4

21 | When clients/customers inquire about the status of| Systems &
products and services, we are able to immediately retiiey IT
information and reply. 4

22 | We have a core team in place capable of effecti Initiative
managing all aspects of our business. 4

23 | We effectively delegate responsibilities to people throug| Monitoring
the organization and closely monitor their performance. 4

24 | We assign clear responsibilities and levels of authdd | Management
people throughout the organization. 3

25 | There are standard written operating procedures fol Management
routine recurring activities. 4

26 | All activities of the company are carefully planned| Monitoring
advance and closely monitored during implementation. 3

27 | Routine operations, such as handling paperwork | Operations

completed on schedule. And we always complete the
for our clients/customers in a timely manner.




Sl. Strategies Parameters| Ratings
No.
28 | When we undertake a project/case/job we are clear dhe| Management

time and resources required. 5
29 | We are highly successful in recruiting people with thétr Team

gualifications, skills and personality and We have | Management

effective orientation and training program to bring n

employees up to high levels of performance. .
30 | We have systems in place to capture ideas and sugge Systems &

generated at all levels of the company and procedure IT

evaluating and responding to proposals. 3
31 | The company encourages and supports the on-g Team

education of all its employees. Management 3
32 | Our accounting system enables us to track all categofi Financial

recurring expenses and compare them to past level§ Management

industry norms. 4
33 | Our inventory system enables us to accurately accouatlff Operations

products and services without discrepancies. 4
34 | Our project/case/job costing/estimating methods andregy Management

accurately reflects the actual cost needed to compéate

project/case/job. )
35 | Our company is highly successful in evaluating market Financial

credit risks and minimizing bad debts while ensuring corl Management

expenditure to minimize costs and eliminate waste of

description. 4
36 | In evaluating products and services to purchase/utilize Financial

always take into account the costs (to maximize @wifity) | Management

of the items. 3
37 | Fresh ideas are continuously being generated Initiative

encouraged. 4
38 |We are able to differentiate between e Financial

project's/case’s/job's anticipated cost vs. its acts#d.co Management 4
39 | Our fee structure is the most effective for our type Financial

products and services and our types of clients/customers| Management 4
40 | A good number of our products and services are g€ Initiative

toward specific niche areas that uniquely make us stan

in the market. 3
41 | Our marketing plan incorporates the latest innovatiard| Marketing

methods for reaching the client/customer and it

continuously being appraised and improved to match

needs of the market. 3




Sl. Strategies Parameters| Ratings
No.
42 | We are aware of the economic, social, governme| Marketing
international, and industry forces affecting the market 4
43 | The company has up-to-date plans for marketing, produ¢ Management
services, human resources, organization, and budget. 3
44 | we support our operational thought representation to ¢ Operations
through emails, presentations and concept notes 3
45 | we prepares database to target the client and follow Wpeq  Systems &
same while ensuring proper MIS systems across IT
organisation 4
46 | we maintains centralised resources to support centraily Systems &
of the records in order to avoid any duplication of thgdtr IT 4
47 | We continuously use to send our report on related top| Literature
interest to our clients in order to improve their lewdl
efficiency and build relationship )
48 | We provide free of charge our service offerings exclugiy  Literature
for selected clients while addressing their pain area
literature to enable them to understand the needs of serv
49 | Any other literature (company specified) Literature
50 | We have proper system in place to monitor and creaiteotl| Monitoring
summary of our business sustainability and developr
activities 4

Total = 166 out of 250

Percentage = 66.40




Annexure 5: Response of Mr. Hussian Rassawala, Asst. Manag&ianagement Services

Division

Interviewed on: 03/02/2009 Time: 4.00 pm
Sl. Strategies Parameters| Ratings
No.

1 | We are taking fresh initiatives to contact all poten Initiative
clients/customers for our products and services In
marketplace and to develop new market strategies, and
follow through on our plans.

2 | Our marketing strategy effectively differentiates us in Marketing
eyes of the client/customer. 3

3 | Our literature and promotional materials are designe( Literature
effectively promote our products and services. 3

4 | We effectively utilize mailings, advertising, and othemfs| Marketing
of marketing to attract new clients/customers.

4

5 | We have effective methods and systems to follow-ug Systems &

every project/case/job, assess client/customer aetiih, IT
and obtain client/customer referrals 3

6 | We systematically monitor the impact of promotions Marketing
business development strategy to evaluate their eféewss. 5

7 | The information that we provide to our clients/customsr  Literature
timely, accurate and appropriate to satisfy their levke
needs. 2
8 | We know exactly who is the target market for our prod| Marketing
and services

4
9 | We have an excellent network of contacts who refe] Marketing
business. 4
10 | We have the perfect quantity and mix of clients/custerf@r; Marketing
our products and services. A
11 | We continuously and closely monitor the activity levebor | Monitoring
clients/customers, distinguishing between those that
active and inactive, and those that have short techlag
term work potential. .

12 | Every member of our business development staff knows| Marketing
to listen to clients/customers, win their confidencel arake
them feel happy about the products and services we offe




Sl. Strategies Parameters| Ratings

No.

13 | All our business development people are alert, initig Team
energetic and enthusiastic in the interactions Management
clients/customers. 3

14 | Our people have clear targets that effectively motiviagent Team
to exceed past levels of performance supported by goo( Management
scale and performance based incentives 3

15 | Managers frequently monitor and review individ{ Monitoring
performance with each person and identify ways to ing
their performance. 5

16 | We have a clear and in-depth understanding of the tn  Marketing
effecting demand in our professional area. 5

17 | We eagerly and enthusiastically study new technolomie Initiative
search of new business opportunities. 4

18 | We maintain continuous feedback from the client/custg Operations
on how we are doing on the project/case/job, and respo
kind.

4

19 | We are always able to focus on the issues that| Operations
client/customer deems most important, rather thannge
side-tracked by our own interests or lesser issues. 4

20 | There is good communication and coordination betweer Team
business development force and those performing the e Management 5

21 | When clients/customers inquire about the status of| Systems &
products and services, we are able to immediately retiiev IT
information and reply. 3

22 | We have a core team in place capable of effecti Initiative
managing all aspects of our business. 4

23 | We effectively delegate responsibilities to people throug| Monitoring
the organization and closely monitor their performance. 4

24 | We assign clear responsibilities and levels of authdd | Management
people throughout the organization. 2

25 | There are standard written operating procedures fol Management
routine recurring activities. 4

26 | All activities of the company are carefully planned| Monitoring
advance and closely monitored during implementation. 3

27 | Routine operations, such as handling paperwork | Operations

completed on schedule. And we always complete the
for our clients/customers in a timely manner.




Sl. Strategies Parameters| Ratings
No.
28 | When we undertake a project/case/job we are clear dhe| Management

time and resources required. 3
29 | We are highly successful in recruiting people with thétr Team

gualifications, skills and personality and We have | Management

effective orientation and training program to bring n

employees up to high levels of performance. s
30 | We have systems in place to capture ideas and sugge Systems &

generated at all levels of the company and procedure IT

evaluating and responding to proposals. 3
31 | The company encourages and supports the on-g Team

education of all its employees. Management 3
32 | Our accounting system enables us to track all categofi Financial

recurring expenses and compare them to past level§ Management

industry norms. 4
33 | Our inventory system enables us to accurately accouatlff Operations

products and services without discrepancies. 3
34 | Our project/case/job costing/estimating methods andregy Management

accurately reflects the actual cost needed to compéate

project/case/job. )
35 | Our company is highly successful in evaluating market Financial

credit risks and minimizing bad debts while ensuring cor Management

expenditure to minimize costs and eliminate waste gf

description. .
36 | In evaluating products and services to purchase/utilize Financial

always take into account the costs (to maximize @iofity) | Management

of the items. A
37 | Fresh ideas are continuously being generated Initiative

encouraged. 3
38 |We are able to differentiate between e Financial

project's/case’s/job's anticipated cost vs. its acts#é.co Management 4
39 | Our fee structure is the most effective for our type Financial

products and services and our types of clients/customers| Management 3
40 | A good number of our products and services are g€ Initiative

toward specific niche areas that uniquely make us stan

in the market. 4




Sl. Strategies Parameters| Ratings
No.
41 | Our marketing plan incorporates the latest innovatioms| Marketing

methods for reaching the client/customer and it

continuously being appraised and improved to match

needs of the market. A
42 | We are aware of the economic, social, governme| Marketing

international, and industry forces affecting the market 4
43 | The company has up-to-date plans for marketing, produ¢ Management

services, human resources, organization, and budget. 5
44 | we support our operational thought representation to ¢ Operations

through emails, presentations and concept notes 3
45 | we prepares database to target the client and follow Wpeq  Systems &

same while ensuring proper MIS systems across IT

organisation 4
46 | we maintains centralised resources to support centrailty Systems &

of the records in order to avoid any duplication of thgetr IT 3
47 | We continuously use to send our report on related top| Literature

interest to our clients in order to improve their lewdl

efficiency and build relationship 4
48 | We provide free of charge our service offerings exclugiy  Literature

for selected clients while addressing their pain area

literature to enable them to understand the needs of serv
49 | Any other literature (company specified) Literature
50 | We have proper system in place to monitor and creaiteotl| Monitoring

summary of our business sustainability and developr

activities 3

Total = 163 out of 250

Percentage = 65.20




Annexure 6: Response of Mrs. Sheetal Gandhi, Associate, M ocation Services Division

Interviewed on: 04/02/2009

Time: 11.00 am

Sl. Strategies Parameters| Ratings
No.
1 | We are taking fresh initiatives to contact all potdn Initiative

clients/customers for our products and services in

marketplace and to develop new market strategies,

then follow through on our plans. 2
2 | Our marketing strategy effectively differentiates ugha Marketing

eyes of the client/customer. 3
3 | Our literature and promotional materials are desigmwe| Literature

effectively promote our products and services. 5
4 | We effectively utilize mailings, advertising, and otl  Marketing

forms of marketing to attract new clients/customers. 3
5 | We have effective methods and systems to follow-uf  Systems &

every project/case/job, assess client/customer aettii, IT

and obtain client/customer referrals 3
6 | We systematically monitor the impact of promotionsl Marketing

business development strategy to evaluate

effectiveness. 4
7 | The information that we provide to our clients/custasmnsl  Literature

timely, accurate and appropriate to satisfy their lefe

needs. 2
8 | We know exactly who is the target market for our progll Marketing

and services )
9 | We have an excellent network of contacts who refe] Marketing

business. 4
10 | We have the perfect quantity and mix of clients/custor;  Marketing

for our products and services. 3
11 | We continuously and closely monitor the activity level Monitoring

our clients/customers, distinguishing between those

are active and inactive, and those that have shont aed

long term work potential.

3

12 | Every member of our business development staff kn = Marketing

how to listen to clients/customers, win their confiden
and make them feel happy about the products and sel

we offer.




Sl. Strategies Parameters| Ratings

No.

13 | All our business development people are alert, initig Team
energetic and enthusiastic in the interactions Managemen|
clients/customers. 3

14 | Our people have clear targets that effectively moti Team
them to exceed past levels of performance supporte Managemeni
good pay scale and performance based incentives 3

15 | Managers frequently monitor and review individ{ Monitoring
performance with each person and identify ways
improve their performance. 3

16 | We have a clear and in-depth understanding of the tf  Marketing
effecting demand in our professional area. 4

17 | We eagerly and enthusiastically study new technolagi¢ Initiative
search of new business opportunities. 3

18 | We maintain continuous feedback from the client/custg Operations
on how we are doing on the project/case/job, and reis
in kind.

4

19 | We are always able to focus on the issues thatf Operations
client/customer deems most important, rather thannge
side-tracked by our own interests or lesser issues. 4

20 | There is good communication and coordination betw Team
the business development force and those performing Managemeni
service. 3

21 | When clients/customers inquire about the status of| Systems &
products and services, we are able to immediately ret IT
the information and reply. 3

22 | We have a core team in place capable of effecti Initiative
managing all aspects of our business. 3

23 | We effectively delegate responsibilities to peg Monitoring
throughout the organization and closely monitor t
performance. 4

24 | We assign clear responsibilities and levels of authaoi| Management
people throughout the organization. 2

25 | There are standard written operating procedures fo| Management
routine recurring activities. 2

26 | All activities of the company are carefully planned| Monitoring

advance and closely monitored during implementation.




Sl. Strategies Parameters| Ratings
No.
27 | Routine operations, such as handling paperwork| Operations

completed on schedule. And we always complete the

for our clients/customers in a timely manner. c
28 | When we undertake a project/case/job we are clear § Management

the time and resources required. 4
29 | We are highly successful in recruiting people with thétr Team

qualifications, skills and personality and We have| Managemen|

effective orientation and training program to bring n

employees up to high levels of performance. s
30 | We have systems in place to capture ideas and sugge  Systems &

generated at all levels of the company and procedure IT

evaluating and responding to proposals. 3
31 | The company encourages and supports the on-g Team

education of all its employees. Managemen| 3
32 | Our accounting system enables us to track all categofri Financial

recurring expenses and compare them to past levely Managemen|

industry norms. 3
33 | Our inventory system enables us to accurately accou  Operations

all products and services without discrepancies. 4
34 | Our project/case/job costing/estimating methods | Managemen|

systems accurately reflects the actual cost needeg

complete each project/case/job. )
35 | Our company is highly successful in evaluating ma Financial

risk, credit risks and minimizing bad debts while ensul Managemen|

control expenditure to minimize costs and eliminatetev

of any description. .
36 | In evaluating products and services to purchase/utiliz¢ Financial

always take into account the costs (to maxinj Managemen|

profitability) of the items. 3
37 | Fresh ideas are continuously being generated Initiative

encouraged. 3
38 |We are able to differentiate between e Financial

project's/case’s/job's anticipated cost vs. its actsédco | Managemen| 4
39 | Our fee structure is the most effective for our type Financial

products and services and our types of clients/custome Managemen| 3
40 | A good number of our products and services are gg Initiative

toward specific niche areas that uniquely make us stan
in the market.




Sl. Strategies Parameters| Ratings
No.
41 | Our marketing plan incorporates the latest innovations,  Marketing

methods for reaching the client/customer and it

continuously being appraised and improved to match

needs of the market. A
42 | We are aware of the economic, social, governmel Marketing

international, and industry forces affecting the market 3
43 | The company has up-to-date plans for marketing, pro¢ Managemen|

& services, human resources, organization, and budge 5
44 | we support our operational thought representation to ¢ Operations

through emails, presentations and concept notes 3
45 | we prepares database to target the client and follow |  Systems &

the same while ensuring proper MIS systems acros IT

organisation 4
46 | we maintains centralised resources to support centrai§  Systems &

of the records in order to avoid any duplication of IT

target 2
47 | We continuously use to send our report on related topl  Literature

interest to our clients in order to improve theirelkof

efficiency and build relationship 3
48 | We provide free of charge our service offerings exclusi Literature

for selected clients while addressing their pain areg

literature to enable them to understand the need

services
49 | Any other literature (company specified) Literature 2
50 | We have proper system in place to monitor and creg Monitoring

pivot summary of our business sustainability ¢

development activities 3

Total = 153 out of 250

Percentage = 61.20




Annexure 7: Response of Mr. Ashwin Shetty, Asst. Managefulti Location Services

Division

Interviewed on: 05/02/2009

Time: 11.00 am

Sl. Strategies Parameters| Ratings
No.
1 | We are taking fresh initiatives to contact all potdn Initiative

clients/customers for our products and services in

marketplace and to develop new market strategies, and

follow through on our plans. 2
2 | Our marketing strategy effectively differentiates usthe| Marketing

eyes of the client/customer. 4
3 | Our literature and promotional materials are designe( Literature

effectively promote our products and services. 3
4 | We effectively utilize mailings, advertising, and othemfis| Marketing

of marketing to attract new clients/customers. 4
5 | We have effective methods and systems to follow-ug Systems &

every project/case/job, assess client/customer aetiisi, IT

and obtain client/customer referrals )
6 | We systematically monitor the impact of promotions Marketing

business development strategy to evaluate |

effectiveness. 4
7 | The information that we provide to our clients/customsr  Literature

timely, accurate and appropriate to satisfy their levke

needs. 2
8 | We know exactly who is the target market for our proslf Marketing

and services 5
9 | We have an excellent network of contacts who refe| Marketing

business. 4
10 | We have the perfect quantity and mix of clients/custor Marketing

for our products and services. 4
11 | We continuously and closely monitor the activity levél| Monitoring

our clients/customers, distinguishing between thosedte

active and inactive, and those that have short ternmacamyl

term work potential. .
12 | Every member of our business development staff knows| Marketing

to listen to clients/customers, win their confiderenad make

them feel happy about the products and services we offe




Sl. Strategies Parameters| Ratings

No.

13 | All our business development people are alert, initig Team
energetic and enthusiastic in the interactions Management
clients/customers. 3

14 | Our people have clear targets that effectively motiviagen Team
to exceed past levels of performance supported by goo{ Management
scale and performance based incentives 3

15 | Managers frequently monitor and review individ{ Monitoring
performance with each person and identify ways to ing
their performance. 3

16 | We have a clear and in-depth understanding of the ty Marketing
effecting demand in our professional area. 4

17 | We eagerly and enthusiastically study new technologie Initiative
search of new business opportunities. 3

18 | We maintain continuous feedback from the client/custg Operations
on how we are doing on the project/case/job, and respo
kind.

4

19 | We are always able to focus on the issues that| Operations
client/customer deems most important, rather thannge
side-tracked by our own interests or lesser issues. 4

20 | There is good communication and coordination betweer Team
business development force and those performing| Management
service. 3

21 | When clients/customers inquire about the status of| Systems &
products and services, we are able to immediately ret IT
the information and reply. 3

22 | We have a core team in place capable of effecti Initiative
managing all aspects of our business. 3

23 | We effectively delegate responsibilities to people througl Monitoring
the organization and closely monitor their performance. 4

24 | We assign clear responsibilities and levels of authdad | Managemeni
people throughout the organization. 3

25 | There are standard written operating procedures fo| Managemeni
routine recurring activities. 2

26 | All activities of the company are carefully planned| Monitoring
advance and closely monitored during implementation. 5

27 | Routine operations, such as handling paperwork | Operations

completed on schedule. And we always complete the
for our clients/customers in a timely manner.




Sl. Strategies Parameters| Ratings
No.
28 | When we undertake a project/case/job we are cleatt dtvo| Managemen|

time and resources required. 5
29 | We are highly successful in recruiting people with tigétr Team

qualifications, skills and personality and We have | Managemeni

effective orientation and training program to bring n

employees up to high levels of performance. s
30 | We have systems in place to capture ideas and suggel Systems &

generated at all levels of the company and procedure IT

evaluating and responding to proposals. 3
31 | The company encourages and supports the on-g Team

education of all its employees. Managemen| 3
32 | Our accounting system enables us to track all categadfi Financial

recurring expenses and compare them to past levels Management

industry norms. 3
33 | Our inventory system enables us to accurately accouatlfi Operations

products and services without discrepancies. 4
34 | Our project/case/job costing/estimating methods andrags Management

accurately reflects the actual cost needed to compiete

project/case/job. 3
35 | Our company is highly successful in evaluating market Financial

credit risks and minimizing bad debts while ensuring corf Managemen|

expenditure to minimize costs and eliminate waste ¢f

description. .
36 | In evaluating products and services to purchase/utilize Financial

always take into account the costs (to maximize profitgbi Management

of the items. )
37 | Fresh ideas are continuously being generated Initiative

encouraged. 3
38 |We are able to differentiate  between e Financial

project's/case’s/job's anticipated cost vs. its actis#d.co Managemen| 2
39 | Our fee structure is the most effective for our type Financial

products and services and our types of clients/customery Management 3
40 | A good number of our products and services are Qe Initiative

toward specific niche areas that uniquely make us stan
in the market.




Sl. Strategies Parameters| Ratings
No.
41 | Our marketing plan incorporates the latest innovations| Marketing

methods for reaching the client/customer and it

continuously being appraised and improved to match

needs of the market. A
42 | We are aware of the economic, social, governme| Marketing

international, and industry forces affecting the market 3
43 | The company has up-to-date plans for marketing, produ¢ Managemen|

services, human resources, organization, and budget. 5
44 | we support our operational thought representation to ¢ Operations

through emails, presentations and concept notes 3
45 | we prepares database to target the client and follow y Systems &

the same while ensuring proper MIS systems acrosg IT

organisation 3
46 | we maintains centralised resources to support centrahls Systems &

of the records in order to avoid any duplication of thgetr IT 5
47 | We continuously use to send our report on related top| Literature

interest to our clients in order to improve their lewdl

efficiency and build relationship )
48 | We provide free of charge our service offerings exclusiy Literature

for selected clients while addressing their pain area

literature to enable them to understand the needs of sery
49 | Any other literature (company specified) Literature
50 | We have proper system in place to monitor and creg Monitoring

pivot summary of our business sustainability ¢

development activities 5

Total = 150 out of 250

Percentage = 60.00




Annexure 8: Response of Mr. Chirag Nishar, Manager, Information Systems Risk

Management
Interviewed on: 05/02/2009 Time: 4.00 pm

Sl. Strategies Parameters| Ratings
No.
1 | We are taking fresh initiatives to contact all poten Initiative

clients/customers for our products and services In

marketplace and to develop new market strategies, amg

follow through on our plans. A
2 | Our marketing strategy effectively differentiates ushe| Marketing

eyes of the client/customer. 2
3 | Our literature and promotional materials are designe| Literature

effectively promote our products and services. 3
4 | We effectively utilize mailings, advertising, and otf@ms | Marketing

of marketing to attract new clients/customers. )
5 | We have effective methods and systems to follow-ug Systems &

every project/case/job, assess client/customer actiisih, IT

and obtain client/customer referrals )
6 | We systematically monitor the impact of promotions Marketing

business development strategy to evaluate

effectiveness. 5
7 | The information that we provide to our clients/custamer  Literature

timely, accurate and appropriate to satisfy their leve

needs. 3
8 | We know exactly who is the target market for our progll Marketing

and services )
9 | We have an excellent network of contacts who refe| Marketing

business. 4
10 | We have the perfect quantity and mix of clients/custor] Marketing

for our products and services. 3
11 | We continuously and closely monitor the activity levél Monitoring

our clients/customers, distinguishing between thoseadite

active and inactive, and those that have short termoggd

term work potential.

3

12 | Every member of our business development staff kn  Marketing

how to listen to clients/customers, win their conficksnand
make them feel happy about the products and service

offer.




Sl. Strategies Parameters| Ratings

No.

13 | All our business development people are alert, initig Team
energetic and enthusiastic in the interactions \ Managemeni
clients/customers. 3

14 | Our people have clear targets that effectively motitvaeen Team
to exceed past levels of performance supported by goo{ Management
scale and performance based incentives 3

15 | Managers frequently monitor and review individi Monitoring
performance with each person and identify ways to ing
their performance. 3

16 | We have a clear and in-depth understanding of the tf  Marketing
effecting demand in our professional area. 4

17 | We eagerly and enthusiastically study new technologig Initiative
search of new business opportunities. 3

18 | We maintain continuous feedback from the client/custg Operations
on how we are doing on the project/case/job, and respo
kind.

4

19 | We are always able to focus on the issues that| Operations
client/customer deems most important, rather thannge
side-tracked by our own interests or lesser issues. 4

20 | There is good communication and coordination betweel Team
business development force and those performing| Managemeni
service. 3

21 | When clients/customers inquire about the status of| Systems &
products and services, we are able to immediately ret IT
the information and reply. 3

22 | We have a core team in place capable of effecti Initiative
managing all aspects of our business. 3

23 | We effectively delegate responsibilities to peo Monitoring
throughout the organization and closely monitor tl
performance. 4

24 | We assign clear responsibilities and levels of aitthoo | Managemeni
people throughout the organization. 3

25 | There are standard written operating procedures fo| Managemeni
routine recurring activities. 3

26 | All activities of the company are carefully planned| Monitoring

advance and closely monitored during implementation.




Sl. Strategies Parameters| Ratings
No.
27 | Routine operations, such as handling paperwork| Operations

completed on schedule. And we always complete the

for our clients/customers in a timely manner. c
28 | When we undertake a project/case/job we are clear § Managemeni

the time and resources required. 5
29 | We are highly successful in recruiting people with thétr Team

qualifications, skills and personality and We have | Managemeni

effective orientation and training program to bring n

employees up to high levels of performance. s
30 | We have systems in place to capture ideas and sugge Systems &

generated at all levels of the company and procedure IT

evaluating and responding to proposals. 3
31 | The company encourages and supports the on-g Team

education of all its employees. Managemen| 3
32 | Our accounting system enables us to track all categdri Financial

recurring expenses and compare them to past levely Management

industry norms. 3
33 | Our inventory system enables us to accurately accour, Operations

all products and services without discrepancies. 4
34 | Our project/case/job costing/estimating methods | Managemeni

systems accurately reflects the actual cost neede

complete each project/case/job. 4
35 | Our company is highly successful in evaluating market Financial

credit risks and minimizing bad debts while ensur Managemeni

control expenditure to minimize costs and eliminatetev

of any description. .
36 | In evaluating products and services to purchase/utiliz¢ Financial

always take into account the costs (to maxini Managemeni

profitability) of the items. 3
37 | Fresh ideas are continuously being generated Initiative

encouraged. 3
38 |We are able to differentiate between e Financial

project's/case’s/job's anticipated cost vs. its actsdco | Management 4
39 | Our fee structure is the most effective for our tyde Financial

products and services and our types of clients/customer| Management 3
40 | A good number of our products and services are g€ Initiative

toward specific niche areas that uniquely make us stan
in the market.




Sl. Strategies Parameters| Ratings
No.
41 | Our marketing plan incorporates the latest innovations| Marketing

methods for reaching the client/customer and it

continuously being appraised and improved to match

needs of the market. A
42 | We are aware of the economic, social, governme| Marketing

international, and industry forces affecting the market 3
43 | The company has up-to-date plans for marketing, pro¢ Managemeni

& services, human resources, organization, and budget 5
44 | we support our operational thought representation to ¢ Operations

through emails, presentations and concept notes 3
45 | we prepares database to target the client and folloeny Systems &

the same while ensuring proper MIS systems across IT

organisation 4
46 | we maintains centralised resources to support centraiy Systems &

of the records in order to avoid any duplication of thgetr IT 5
47 | We continuously use to send our report on related top| Literature

interest to our clients in order to improve their eewf

efficiency and build relationship )
48 | We provide free of charge our service offerings exclusiy  Literature

for selected clients while addressing their pain area

literature to enable them to understand the needs of ser
49 | Any other literature (company specified) Literature
50 | We have proper system in place to monitor and creq Monitoring

pivot summary of our business sustainability &

development activities 3

Total = 156 out of 250

Percentage = 62.40




Annexure 9: Response of Mr. Asif Siddiqui, Asst. Manager|nformation Systems Risk

Management

Interviewed on: 06/02/2009

Time: 11.30 am

Sl. Strategies Parameters| Ratings
No.
1 | We are taking fresh initiatives to contact all potdn Initiative

clients/customers for our products and services in

marketplace and to develop new market strategies,

then follow through on our plans. 3
2 | Our marketing strategy effectively differentiates ugha| Marketing

eyes of the client/customer. 4
3 | Our literature and promotional materials are desigmme| Literature

effectively promote our products and services. 5
4 | We effectively utilize mailings, advertising, and oth Marketing

forms of marketing to attract new clients/customers. 4
5 | We have effective methods and systems to follow-ugj Systems &

every project/case/job, assess client/customer aettii, IT

and obtain client/customer referrals 3
6 | We systematically monitor the impact of promotionsl { Marketing

business development strategy to evaluate

effectiveness. 3
7 | The information that we provide to our clients/cust@nel  Literature

timely, accurate and appropriate to satisfy their lenfe

needs. 3
8 | We know exactly who is the target market for our prosl| Marketing

and services )
9 | We have an excellent network of contacts who refe, Marketing

business. 5
10 | We have the perfect quantity and mix of clients/custor; Marketing

for our products and services. 3
11 | We continuously and closely monitor the activity level Monitoring

our clients/customers, distinguishing between those

are active and inactive, and those that have shont aed

long term work potential.

3

12 | Every member of our business development staff kn Marketing

how to listen to clients/customers, win their confiden
and make them feel happy about the products and sel

we offer.




Sl. Strategies Parameters| Ratings

No.

13 | All our business development people are alert, initig Team
energetic and enthusiastic in the interactions \ Managemeni
clients/customers. 3

14 | Our people have clear targets that effectively moti Team
them to exceed past levels of performance supporte Managemeni
good pay scale and performance based incentives 3

15 | Managers frequently monitor and review individ{ Monitoring
performance with each person and identify ways
improve their performance. 3

16 | We have a clear and in-depth understanding of the tf Marketing
effecting demand in our professional area. 4

17 | We eagerly and enthusiastically study new technolagi¢ Initiative
search of new business opportunities. 3

18 | We maintain continuous feedback from the client/custg Operations
on how we are doing on the project/case/job, and reis
in kind.

4

19 | We are always able to focus on the issues that| Operations
client/customer deems most important, rather thannge
side-tracked by our own interests or lesser issues. 3

20 | There is good communication and coordination betw Team
the business development force and those performin{ Managemeni
service. 3

21 | When clients/customers inquire about the status of] Systems &
products and services, we are able to immediately ret IT
the information and reply. 3

22 | We have a core team in place capable of effecti Initiative
managing all aspects of our business. 3

23 | We effectively delegate responsibilities to peqg Monitoring
throughout the organization and closely monitor t
performance. 4

24 | We assign clear responsibilities and levels of authadoi| Managemeni
people throughout the organization. 3

25 | There are standard written operating procedures fo| Managemeni
routine recurring activities. 3

26 | All activities of the company are carefully planned| Monitoring

advance and closely monitored during implementation.




Sl. Strategies Parameters| Ratings
No.
27 | Routine operations, such as handling paperwork| Operations

completed on schedule. And we always complete the

for our clients/customers in a timely manner. c
28 | When we undertake a project/case/job we are clear § Managemeni

the time and resources required. 4
29 | We are highly successful in recruiting people with thétr Team

qualifications, skills and personality and We have| Managemeni

effective orientation and training program to bring n

employees up to high levels of performance. s
30 | We have systems in place to capture ideas and sugge Systems &

generated at all levels of the company and procedure IT

evaluating and responding to proposals. 3
31 | The company encourages and supports the on-g Team

education of all its employees. Managemen| 5
32 | Our accounting system enables us to track all categofri Financial

recurring expenses and compare them to past level{ Management

industry norms. 3
33 | Our inventory system enables us to accurately accoury Operations

all products and services without discrepancies. 4
34 | Our project/case/job costing/estimating methods | Managemen|

systems accurately reflects the actual cost needeg

complete each project/case/job. 3
35 | Our company is highly successful in evaluating ma Financial

risk, credit risks and minimizing bad debts while ensul Management

control expenditure to minimize costs and eliminatetev

of any description. )
36 | In evaluating products and services to purchase/utiliz¢ Financial

always take into account the costs (to maxini Managemeni

profitability) of the items. 3
37 | Fresh ideas are continuously being generated Initiative

encouraged. 3
38 |We are able to differentiate between e Financial

project's/case’s/job's anticipated cost vs. its acts#d.co | Management 4
39 | Our fee structure is the most effective for our type Financial

products and services and our types of clients/customel Management 3
40 | A good number of our products and services are gg Initiative

toward specific niche areas that uniquely make us stan
in the market.




Sl. Strategies Parameters| Ratings
No.
41 | Our marketing plan incorporates the latest innovations| Marketing

methods for reaching the client/customer and it

continuously being appraised and improved to match

needs of the market. A
42 | We are aware of the economic, social, governmel Marketing

international, and industry forces affecting the market 4
43 | The company has up-to-date plans for marketing, pro¢ Management

& services, human resources, organization, and budge 5
44 | we support our operational thought representation to ¢ Operations

through emails, presentations and concept notes 3
45 | we prepares database to target the client and follow | Systems &

the same while ensuring proper MIS systems acros IT

organisation 4
46 | we maintains centralised resources to support centrali§ Systems &

of the records in order to avoid any duplication of IT

target 2
47 | We continuously use to send our report on related top  Literature

interest to our clients in order to improve theirelkof

efficiency and build relationship )
48 | We provide free of charge our service offerings exclusiy Literature

for selected clients while addressing their pain areg

literature to enable them to understand the need

services
49 | Any other literature (company specified) Literature
50 | We have proper system in place to monitor and creq Monitoring

pivot summary of our business sustainability ¢

development activities 3

Total = 158 out of 250

Percentage = 63.20




Annexure 10: Response of Mr. Karthik Krishnan, Manager, Corpoite Finance Group

Interviewed on: 09/02/2009

Time: 11.30 am

Sl. Strategies Parameters| Ratings
No.
1 | We are taking fresh initiatives to contact all potdn Initiative

clients/customers for our products and services in

marketplace and to develop new market strategies, ang

follow through on our plans. 3
2 | Our marketing strategy effectively differentiates ushe| Marketing

eyes of the client/customer. 4
3 | Our literature and promotional materials are designe| Literature

effectively promote our products and services. 3
4 | We effectively utilize mailings, advertising, and othemfis| Marketing

of marketing to attract new clients/customers. c
5 | We have effective methods and systems to follow-ug Systems &

every project/case/job, assess client/customer aettish, IT

and obtain client/customer referrals 4
6 | We systematically monitor the impact of promotions Marketing

business development strategy to evaluate |

effectiveness. 3
7 | The information that we provide to our clients/customell  Literature

timely, accurate and appropriate to satisfy their lene

needs. 3
8 | We know exactly who is the target market for our prod| Marketing

and services 5
9 | We have an excellent network of contacts who refe| Marketing

business. 4
10 | We have the perfect quantity and mix of clients/custorp Marketing

for our products and services. 4
11 | We continuously and closely monitor the activity levél Monitoring

our clients/customers, distinguishing between thoseatiee

active and inactive, and those that have short tedricaigy

term work potential. .
12 | Every member of our business development staff kn Marketing

how to listen to clients/customers, win their conficeerand
make them feel happy about the products and service

offer.




Sl. Strategies Parameters| Ratings

No.

13 | All our business development people are alert, initig Team
energetic and enthusiastic in the interactions \ Managemeni
clients/customers. .

14 | Our people have clear targets that effectively motitiaden Team
to exceed past levels of performance supported by goo{ Managemeni
scale and performance based incentives 4

15 | Managers frequently monitor and review individ{ Monitoring
performance with each person and identify ways to ing
their performance. 4

16 | We have a clear and in-depth understanding of the ty Marketing
effecting demand in our professional area. 4

17 | We eagerly and enthusiastically study new technologie Initiative
search of new business opportunities. 5

18 | We maintain continuous feedback from the client/custg Operations
on how we are doing on the project/case/job, and respo
kind.

5

19 | We are always able to focus on the issues that| Operations
client/customer deems most important, rather thannge
side-tracked by our own interests or lesser issues. 3

20 | There is good communication and coordination betweel Team
business development force and those performing| Managemeni
service. 5

21 | When clients/customers inquire about the status off Systems &
products and services, we are able to immediately ret IT
the information and reply. c

22 | We have a core team in place capable of effecti Initiative
managing all aspects of our business. 4

23 | We effectively delegate responsibilities to peo Monitoring
throughout the organization and closely monitor tl
performance. 5

24 | We assign clear responsibilities and levels of autshdéo | Managemeni
people throughout the organization. 2

25 | There are standard written operating procedures fo| Managemeni
routine recurring activities. 3

26 | All activities of the company are carefully planned| Monitoring

advance and closely monitored during implementation.




Sl. Strategies Parameters| Ratings
No.
27 | Routine operations, such as handling paperwork| Operations

completed on schedule. And we always complete the

for our clients/customers in a timely manner. c
28 | When we undertake a project/case/job we are clear § Managemen|

the time and resources required. 5
29 | We are highly successful in recruiting people with thatr Team

qualifications, skills and personality and We have| Managemeni

effective orientation and training program to bring n

employees up to high levels of performance. .
30 | We have systems in place to capture ideas and sugge Systems &

generated at all levels of the company and procedure IT

evaluating and responding to proposals. c
31 | The company encourages and supports the on-g Team

education of all its employees. Managemen| 5
32 | Our accounting system enables us to track all categdri Financial

recurring expenses and compare them to past levely Managemeni

industry norms. .
33 | Our inventory system enables us to accurately accour, Operations

all products and services without discrepancies. 5
34 | Our project/case/job costing/estimating methods | Managemeni

systems accurately reflects the actual cost neede

complete each project/case/job. 4
35 | Our company is highly successful in evaluating market Financial

credit risks and minimizing bad debts while ensur Managemeni

control expenditure to minimize costs and eliminatester

of any description. .
36 | In evaluating products and services to purchase/utilizg Financial

always take into account the costs (to maxini Managemeni

profitability) of the items. 4
37 | Fresh ideas are continuously being generated Initiative

encouraged. 4
38 |We are able to differentiate between e Financial

project's/case’s/job's anticipated cost vs. its acts#dco | Managemeni 5
39 | Our fee structure is the most effective for our type Financial

products and services and our types of clients/customer, Managemeni 5
40 | A good number of our products and services are Qg Initiative

toward specific niche areas that uniquely make us stan
in the market.




Sl. Strategies Parameters| Ratings
No.
41 | Our marketing plan incorporates the latest innovations| Marketing

methods for reaching the client/customer and it

continuously being appraised and improved to match

needs of the market. A
42 | We are aware of the economic, social, governme| Marketing

international, and industry forces affecting the market 4
43 | The company has up-to-date plans for marketing, pro¢ Managemeni

& services, human resources, organization, and budget 5
44 | we support our operational thought representation to ¢ Operations

through emails, presentations and concept notes 3
45 | we prepares database to target the client and follow |y Systems &

the same while ensuring proper MIS systems across IT

organisation 4
46 | we maintains centralised resources to support centrafis Systems &

of the records in order to avoid any duplication of thgata IT 3
47 | We continuously use to send our report on related tdp  Literature

interest to our clients in order to improve their lewél

efficiency and build relationship )
48 | We provide free of charge our service offerings exclugiy Literature

for selected clients while addressing their pain area

literature to enable them to understand the needs of s
49 | Any other literature (company specified) Literature
50 | We have proper system in place to monitor and creg Monitoring

pivot summary of our business sustainability ¢

development activities 5

Total = 198 out of 250

Percentage = 79.20




Annexure 11: Response of Mr. Parin Gondalia, Asst. Manager, Cporate Finance Group

Interviewed on: 09/02/2009 Time: 3.30 pm

Sl. Strategies Parameters| Ratings
No.
1 | We are taking fresh initiatives to contact all poten Initiative

clients/customers for our products and services In

marketplace and to develop new market strategies, amg

follow through on our plans. A
2 | Our marketing strategy effectively differentiates ushe| Marketing

eyes of the client/customer. 4
3 | Our literature and promotional materials are designe| Literature

effectively promote our products and services. 3
4 | We effectively utilize mailings, advertising, and otfmms | Marketing

of marketing to attract new clients/customers. 4
5 | We have effective methods and systems to follow-ug Systems &

every project/case/job, assess client/customer aetiisih, IT

and obtain client/customer referrals 4
6 | We systematically monitor the impact of promotions Marketing

business development strategy to evaluate

effectiveness. 5
7 | The information that we provide to our clients/custamisr  Literature

timely, accurate and appropriate to satisfy their leve

needs. 3
8 | We know exactly who is the target market for our progll Marketing

and services 3
9 | We have an excellent network of contacts who refe| Marketing

business. 5
10 | We have the perfect quantity and mix of clients/custor] Marketing

for our products and services. )
11 | We continuously and closely monitor the activity levél Monitoring

our clients/customers, distinguishing between thoseadite

active and inactive, and those that have short ternioaugg

term work potential.

5

12 | Every member of our business development staff kn  Marketing

how to listen to clients/customers, win their conficksnand
make them feel happy about the products and service

offer.




Sl. Strategies Parameters| Ratings

No.

13 | All our business development people are alert, initig Team
energetic and enthusiastic in the interactions \ Managemeni
clients/customers. 3

14 | Our people have clear targets that effectively motitvaeen Team
to exceed past levels of performance supported by goo{ Management
scale and performance based incentives 4

15 | Managers frequently monitor and review individi Monitoring
performance with each person and identify ways to ing
their performance. )

16 | We have a clear and in-depth understanding of the tf  Marketing
effecting demand in our professional area. 5

17 | We eagerly and enthusiastically study new technologig Initiative
search of new business opportunities. 5

18 | We maintain continuous feedback from the client/custg Operations
on how we are doing on the project/case/job, and respo|
kind.

3

19 | We are always able to focus on the issues that| Operations
client/customer deems most important, rather thannge
side-tracked by our own interests or lesser issues. 3

20 | There is good communication and coordination betweel Team
business development force and those performing| Managemeni
service. 4

21 | When clients/customers inquire about the status of| Systems &
products and services, we are able to immediately ret IT
the information and reply. 3

22 | We have a core team in place capable of effecti Initiative
managing all aspects of our business. 4

23 | We effectively delegate responsibilities to peo Monitoring
throughout the organization and closely monitor tl
performance. 3

24 | We assign clear responsibilities and levels of aitthoo | Managemeni
people throughout the organization. 4

25 | There are standard written operating procedures fo| Managemeni
routine recurring activities. 5

26 | All activities of the company are carefully planned| Monitoring

advance and closely monitored during implementation.




Sl. Strategies Parameters| Ratings
No.
27 | Routine operations, such as handling paperwork| Operations

completed on schedule. And we always complete the

for our clients/customers in a timely manner. 4
28 | When we undertake a project/case/job we are clear § Managemeni

the time and resources required. 3
29 | We are highly successful in recruiting people with thétr Team

qualifications, skills and personality and We have | Managemeni

effective orientation and training program to bring n

employees up to high levels of performance. .
30 | We have systems in place to capture ideas and sugge Systems &

generated at all levels of the company and procedure IT

evaluating and responding to proposals. c
31 | The company encourages and supports the on-g Team

education of all its employees. Managemen| 3
32 | Our accounting system enables us to track all categdri Financial

recurring expenses and compare them to past levely Management

industry norms. .
33 | Our inventory system enables us to accurately accour, Operations

all products and services without discrepancies. 4
34 | Our project/case/job costing/estimating methods | Managemeni

systems accurately reflects the actual cost neede

complete each project/case/job. )
35 | Our company is highly successful in evaluating market Financial

credit risks and minimizing bad debts while ensur Managemeni

control expenditure to minimize costs and eliminatetev

of any description. .
36 | In evaluating products and services to purchase/utiliz¢ Financial

always take into account the costs (to maxini Managemeni

profitability) of the items. 3
37 | Fresh ideas are continuously being generated Initiative

encouraged. 4
38 |We are able to differentiate between e Financial

project's/case’s/job's anticipated cost vs. its actsdco | Management 5
39 | Our fee structure is the most effective for our tyde Financial

products and services and our types of clients/customer| Management 4
40 | A good number of our products and services are g€ Initiative

toward specific niche areas that uniquely make us stan
in the market.




Sl. Strategies Parameters| Ratings
No.
41 | Our marketing plan incorporates the latest innovations| Marketing

methods for reaching the client/customer and it

continuously being appraised and improved to match

needs of the market. 2
42 | We are aware of the economic, social, governme| Marketing

international, and industry forces affecting the market 4
43 | The company has up-to-date plans for marketing, pro¢ Managemeni

& services, human resources, organization, and budget 4
44 | we support our operational thought representation to ¢ Operations

through emails, presentations and concept notes 4
45 | we prepares database to target the client and folloeny Systems &

the same while ensuring proper MIS systems across IT

organisation 4
46 | we maintains centralised resources to support centraiy Systems &

of the records in order to avoid any duplication of thger IT 5
47 | We continuously use to send our report on related top| Literature

interest to our clients in order to improve their eewf

efficiency and build relationship )
48 | We provide free of charge our service offerings exclusiy  Literature

for selected clients while addressing their pain area

literature to enable them to understand the needs of ser
49 | Any other literature (company specified) Literature
50 | We have proper system in place to monitor and creq Monitoring

pivot summary of our business sustainability &

development activities 5

Total = 189 out of 250

Percentage = 75.60




Annexure 12: Response of Mr. Romesh Sankhe, Manager, GlobahXation services

Interviewed on: 10/02/2009 Time: 3.30 pm

Sl. Strategies Parameters| Ratings
No.
1 | We are taking fresh initiatives to contact all potdn Initiative

clients/customers for our products and services in

marketplace and to develop new market strategies, and

follow through on our plans. 2
2 | Our marketing strategy effectively differentiates usthe| Marketing

eyes of the client/customer. 4
3 | Our literature and promotional materials are designe( Literature

effectively promote our products and services. 3
4 | We effectively utilize mailings, advertising, and othemfis| Marketing

of marketing to attract new clients/customers. 4
5 | We have effective methods and systems to follow-ug Systems &

every project/case/job, assess client/customer aetiisih, IT

and obtain client/customer referrals 4
6 | We systematically monitor the impact of promotions Marketing

business development strategy to evaluate |

effectiveness. 5
7 | The information that we provide to our clients/customsr  Literature

timely, accurate and appropriate to satisfy their leve

needs. 2
8 | We know exactly who is the target market for our proslf Marketing

and services 5
9 | We have an excellent network of contacts who refe| Marketing

business. 4
10 | We have the perfect quantity and mix of clients/custor Marketing

for our products and services. c
11 | We continuously and closely monitor the activity levél| Monitoring

our clients/customers, distinguishing between thosedte

active and inactive, and those that have short ternmacamyl

term work potential. .
12 | Every member of our business development staff knows| Marketing

to listen to clients/customers, win their confidersena] make
them feel happy about the products and services we offe




Sl. Strategies Parameters| Ratings

No.

13 | All our business development people are alert, initig Team
energetic and enthusiastic in the interactions Management
clients/customers. )

14 | Our people have clear targets that effectively motiviagen Team
to exceed past levels of performance supported by goo{ Management
scale and performance based incentives .

15 | Managers frequently monitor and review individ{ Monitoring
performance with each person and identify ways to ing
their performance. c

16 | We have a clear and in-depth understanding of the ty Marketing
effecting demand in our professional area. 5

17 | We eagerly and enthusiastically study new technologie Initiative
search of new business opportunities. 4

18 | We maintain continuous feedback from the client/custg Operations
on how we are doing on the project/case/job, and respo
kind.

5

19 | We are always able to focus on the issues that| Operations
client/customer deems most important, rather thannge
side-tracked by our own interests or lesser issues. 4

20 | There is good communication and coordination betweer Team
business development force and those performing| Management
service. 4

21 | When clients/customers inquire about the status of| Systems &
products and services, we are able to immediately ret IT
the information and reply. 4

22 | We have a core team in place capable of effecti Initiative
managing all aspects of our business. 4

23 | We effectively delegate responsibilities to people througl Monitoring
the organization and closely monitor their performance. 3

24 | We assign clear responsibilities and levels of authdad | Managemeni
people throughout the organization. 3

25 | There are standard written operating procedures fo| Managemeni
routine recurring activities. 2

26 | All activities of the company are carefully planned| Monitoring
advance and closely monitored during implementation. 4

27 | Routine operations, such as handling paperwork | Operations

completed on schedule. And we always complete the
for our clients/customers in a timely manner.




Sl. Strategies Parameters| Ratings
No.
28 | When we undertake a project/case/job we are cleatt dtvo| Managemen|

time and resources required. 3
29 | We are highly successful in recruiting people with tigétr Team

qualifications, skills and personality and We have | Managemeni

effective orientation and training program to bring n

employees up to high levels of performance. .
30 | We have systems in place to capture ideas and suggel Systems &

generated at all levels of the company and procedure IT

evaluating and responding to proposals. 4
31 | The company encourages and supports the on-g Team

education of all its employees. Managemen| 3
32 | Our accounting system enables us to track all categadfi Financial

recurring expenses and compare them to past levels Management

industry norms. 4
33 | Our inventory system enables us to accurately accouatlfi Operations

products and services without discrepancies. 5
34 | Our project/case/job costing/estimating methods andrags Management

accurately reflects the actual cost needed to compiete

project/case/job. 4
35 | Our company is highly successful in evaluating market Financial

credit risks and minimizing bad debts while ensuring corf Managemen|

expenditure to minimize costs and eliminate waste ¢f

description. .
36 | In evaluating products and services to purchase/utilize Financial

always take into account the costs (to maximize profitgbi Management

of the items. A
37 | Fresh ideas are continuously being generated Initiative

encouraged. 4
38 |We are able to differentiate  between e Financial

project's/case’s/job's anticipated cost vs. its actis#d.co Managemen| 3
39 | Our fee structure is the most effective for our type Financial

products and services and our types of clients/customery Management 3
40 | A good number of our products and services are Qe Initiative

toward specific niche areas that uniquely make us stan
in the market.




Sl. Strategies Parameters| Ratings
No.
41 | Our marketing plan incorporates the latest innovations| Marketing

methods for reaching the client/customer and it

continuously being appraised and improved to match

needs of the market. 2
42 | We are aware of the economic, social, governme| Marketing

international, and industry forces affecting the market 4
43 | The company has up-to-date plans for marketing, produ¢ Managemen|

services, human resources, organization, and budget. 4
44 | we support our operational thought representation to ¢ Operations

through emails, presentations and concept notes 4
45 | we prepares database to target the client and follow y Systems &

the same while ensuring proper MIS systems acrosg IT

organisation c
46 | we maintains centralised resources to support centrahls Systems &

of the records in order to avoid any duplication of thgetr IT 5
47 | We continuously use to send our report on related top| Literature

interest to our clients in order to improve their lewdl

efficiency and build relationship )
48 | We provide free of charge our service offerings exclusiy Literature

for selected clients while addressing their pain area

literature to enable them to understand the needs of sery
49 | Any other literature (company specified) Literature
50 | We have proper system in place to monitor and creg Monitoring

pivot summary of our business sustainability ¢

development activities 5

Total = 189 out of 250

Percentage = 75.60




Annexure 13: Response of Mr. Hariram Gilda, Sr. Manager, Globl Taxation services

Interviewed on: 11/02/2009 Time: 12.30 pm

Sl. Strategies Parameters| Ratings
No.
1 | We are taking fresh initiatives to contact all poten Initiative

clients/customers for our products and services In

marketplace and to develop new market strategies, @mg

follow through on our plans. 2
2 | Our marketing strategy effectively differentiates ushe| Marketing

eyes of the client/customer. 5
3 | Our literature and promotional materials are designe| Literature

effectively promote our products and services. 5
4 | We effectively utilize mailings, advertising, and otf@ms | Marketing

of marketing to attract new clients/customers. c
5 | We have effective methods and systems to follow-ug Systems &

every project/case/job, assess client/customer aetiisih, IT

and obtain client/customer referrals 3
6 | We systematically monitor the impact of promotions Marketing

business development strategy to evaluate

effectiveness. 5
7 | The information that we provide to our clients/custamsr  Literature

timely, accurate and appropriate to satisfy their leve

needs. 2
8 | We know exactly who is the target market for our progll Marketing

and services 5
9 | We have an excellent network of contacts who refe| Marketing

business. 4
10 | We have the perfect quantity and mix of clients/custor] Marketing

for our products and services. c
11 | We continuously and closely monitor the activity levél Monitoring

our clients/customers, distinguishing between thoseadite

active and inactive, and those that have short ternioaugg

term work potential.

4

12 | Every member of our business development staff kn  Marketing

how to listen to clients/customers, win their conficksnand
make them feel happy about the products and service

offer.




Sl. Strategies Parameters| Ratings

No.

13 | All our business development people are alert, initig Team
energetic and enthusiastic in the interactions \ Managemeni
clients/customers. .

14 | Our people have clear targets that effectively motitvaeen Team
to exceed past levels of performance supported by goo{ Management
scale and performance based incentives .

15 | Managers frequently monitor and review individi Monitoring
performance with each person and identify ways to ing
their performance. 4

16 | We have a clear and in-depth understanding of the tf  Marketing
effecting demand in our professional area. 5

17 | We eagerly and enthusiastically study new technologig Initiative
search of new business opportunities. 3

18 | We maintain continuous feedback from the client/custg Operations
on how we are doing on the project/case/job, and respo|
kind.

5

19 | We are always able to focus on the issues that| Operations
client/customer deems most important, rather thannge
side-tracked by our own interests or lesser issues. 4

20 | There is good communication and coordination betweel Team
business development force and those performing| Managemeni
service. 4

21 | When clients/customers inquire about the status of| Systems &
products and services, we are able to immediately ret IT
the information and reply. 3

22 | We have a core team in place capable of effecti Initiative
managing all aspects of our business. 5

23 | We effectively delegate responsibilities to peo Monitoring
throughout the organization and closely monitor tl
performance. 4

24 | We assign clear responsibilities and levels of aitthoo | Managemeni
people throughout the organization. 2

25 | There are standard written operating procedures fo| Managemeni
routine recurring activities. 3

26 | All activities of the company are carefully planned| Monitoring

advance and closely monitored during implementation.




Sl. Strategies Parameters| Ratings
No.
27 | Routine operations, such as handling paperwork| Operations

completed on schedule. And we always complete the

for our clients/customers in a timely manner. 4
28 | When we undertake a project/case/job we are clear § Managemeni

the time and resources required. 4
29 | We are highly successful in recruiting people with thétr Team

qualifications, skills and personality and We have | Managemeni

effective orientation and training program to bring n

employees up to high levels of performance. .
30 | We have systems in place to capture ideas and sugge Systems &

generated at all levels of the company and procedure IT

evaluating and responding to proposals. c
31 | The company encourages and supports the on-g Team

education of all its employees. Managemen| 5
32 | Our accounting system enables us to track all categdri Financial

recurring expenses and compare them to past levely Management

industry norms. .
33 | Our inventory system enables us to accurately accour, Operations

all products and services without discrepancies. 5
34 | Our project/case/job costing/estimating methods | Managemeni

systems accurately reflects the actual cost neede

complete each project/case/job. 4
35 | Our company is highly successful in evaluating market Financial

credit risks and minimizing bad debts while ensur Managemeni

control expenditure to minimize costs and eliminatetev

of any description. .
36 | In evaluating products and services to purchase/utiliz¢ Financial

always take into account the costs (to maxini Managemeni

profitability) of the items. 5
37 | Fresh ideas are continuously being generated Initiative

encouraged. 3
38 |We are able to differentiate between e Financial

project's/case’s/job's anticipated cost vs. its actsdco | Management 5
39 | Our fee structure is the most effective for our tyde Financial

products and services and our types of clients/customer| Management 5
40 | A good number of our products and services are g€ Initiative

toward specific niche areas that uniquely make us stan
in the market.




Sl. Strategies Parameters| Ratings
No.
41 | Our marketing plan incorporates the latest innovations| Marketing

methods for reaching the client/customer and it

continuously being appraised and improved to match

needs of the market. :
42 | We are aware of the economic, social, governme| Marketing

international, and industry forces affecting the market 5
43 | The company has up-to-date plans for marketing, pro¢ Managemeni

& services, human resources, organization, and budget 5
44 | we support our operational thought representation to ¢ Operations

through emails, presentations and concept notes 3
45 | we prepares database to target the client and folloeny Systems &

the same while ensuring proper MIS systems across IT

organisation c
46 | we maintains centralised resources to support centraiy Systems &

of the records in order to avoid any duplication of thgetr IT 4
47 | We continuously use to send our report on related top| Literature

interest to our clients in order to improve their eewf

efficiency and build relationship 4
48 | We provide free of charge our service offerings exclusiy  Literature

for selected clients while addressing their pain area

literature to enable them to understand the needs of ser
49 | Any other literature (company specified) Literature
50 | We have proper system in place to monitor and creq Monitoring

pivot summary of our business sustainability &

development activities 5

Total = 202 out of 250

Percentage = 80.80




Annexure 14: Response of Mr. Dharmesh Dedhia, Manager, Indict Tax Services

Interviewed on: 11/02/2009 Time: 3.30 pm

Sl. Strategies Parameters| Ratings
No.
1 | We are taking fresh initiatives to contact all poten Initiative

clients/customers for our products and services In

marketplace and to develop new market strategies, amg

follow through on our plans. A
2 | Our marketing strategy effectively differentiates ushe| Marketing

eyes of the client/customer. 4
3 | Our literature and promotional materials are designe| Literature

effectively promote our products and services. 3
4 | We effectively utilize mailings, advertising, and otf@ms | Marketing

of marketing to attract new clients/customers. 4
5 | We have effective methods and systems to follow-ug Systems &

every project/case/job, assess client/customer aetiisih, IT

and obtain client/customer referrals )
6 | We systematically monitor the impact of promotions Marketing

business development strategy to evaluate

effectiveness. 5
7 | The information that we provide to our clients/custamsr  Literature

timely, accurate and appropriate to satisfy their leve

needs. 2
8 | We know exactly who is the target market for our progll Marketing

and services .
9 | We have an excellent network of contacts who refe| Marketing

business. 4
10 | We have the perfect quantity and mix of clients/custor] Marketing

for our products and services. c
11 | We continuously and closely monitor the activity levél Monitoring

our clients/customers, distinguishing between thoseadite

active and inactive, and those that have short termoggd

term work potential.

4

12 | Every member of our business development staff kn  Marketing

how to listen to clients/customers, win their conficksnand
make them feel happy about the products and service

offer.




Sl. Strategies Parameters| Ratings

No.

13 | All our business development people are alert, initig Team
energetic and enthusiastic in the interactions \ Managemeni
clients/customers. 4

14 | Our people have clear targets that effectively motitvaeen Team
to exceed past levels of performance supported by goo{ Management
scale and performance based incentives 4

15 | Managers frequently monitor and review individi Monitoring
performance with each person and identify ways to ing
their performance. 3

16 | We have a clear and in-depth understanding of the tf  Marketing
effecting demand in our professional area. 4

17 | We eagerly and enthusiastically study new technologig Initiative
search of new business opportunities. 3

18 | We maintain continuous feedback from the client/custg Operations
on how we are doing on the project/case/job, and respo|
kind.

3

19 | We are always able to focus on the issues that| Operations
client/customer deems most important, rather thannge
side-tracked by our own interests or lesser issues. 3

20 | There is good communication and coordination betweel Team
business development force and those performing| Managemeni
service. 3

21 | When clients/customers inquire about the status of| Systems &
products and services, we are able to immediately ret IT
the information and reply. 3

22 | We have a core team in place capable of effecti Initiative
managing all aspects of our business. 3

23 | We effectively delegate responsibilities to peo Monitoring
throughout the organization and closely monitor tl
performance. 4

24 | We assign clear responsibilities and levels of aitthoo | Managemeni
people throughout the organization. 2

25 | There are standard written operating procedures fo| Managemeni
routine recurring activities. 4

26 | All activities of the company are carefully planned| Monitoring

advance and closely monitored during implementation.




Sl. Strategies Parameters| Ratings
No.
27 | Routine operations, such as handling paperwork| Operations

completed on schedule. And we always complete the

for our clients/customers in a timely manner. c
28 | When we undertake a project/case/job we are clear § Managemeni

the time and resources required. 5
29 | We are highly successful in recruiting people with thétr Team

qualifications, skills and personality and We have | Managemeni

effective orientation and training program to bring n

employees up to high levels of performance. .
30 | We have systems in place to capture ideas and sugge Systems &

generated at all levels of the company and procedure IT

evaluating and responding to proposals. 4
31 | The company encourages and supports the on-g Team

education of all its employees. Managemen| 4
32 | Our accounting system enables us to track all categdri Financial

recurring expenses and compare them to past levely Management

industry norms. 4
33 | Our inventory system enables us to accurately accour, Operations

all products and services without discrepancies. 4
34 | Our project/case/job costing/estimating methods | Managemeni

systems accurately reflects the actual cost neede

complete each project/case/job. )
35 | Our company is highly successful in evaluating market Financial

credit risks and minimizing bad debts while ensur Managemeni

control expenditure to minimize costs and eliminatetev

of any description. .
36 | In evaluating products and services to purchase/utiliz¢ Financial

always take into account the costs (to maxini Managemeni

profitability) of the items. 5
37 | Fresh ideas are continuously being generated Initiative

encouraged. 3
38 |We are able to differentiate between e Financial

project's/case’s/job's anticipated cost vs. its actsdco | Management 4
39 | Our fee structure is the most effective for our tyde Financial

products and services and our types of clients/customer| Management 5
40 | A good number of our products and services are g€ Initiative

toward specific niche areas that uniquely make us stan
in the market.




Sl. Strategies Parameters| Ratings
No.
41 | Our marketing plan incorporates the latest innovations| Marketing

methods for reaching the client/customer and it

continuously being appraised and improved to match

needs of the market. A
42 | We are aware of the economic, social, governme| Marketing

international, and industry forces affecting the market 3
43 | The company has up-to-date plans for marketing, pro¢ Managemeni

& services, human resources, organization, and budget 3
44 | we support our operational thought representation to ¢ Operations

through emails, presentations and concept notes 3
45 | we prepares database to target the client and folloeny Systems &

the same while ensuring proper MIS systems across IT

organisation )
46 | we maintains centralised resources to support centraiy Systems &

of the records in order to avoid any duplication of thgetr IT 5
47 | We continuously use to send our report on related top| Literature

interest to our clients in order to improve their eewf

efficiency and build relationship 3
48 | We provide free of charge our service offerings exclusiy  Literature

for selected clients while addressing their pain area

literature to enable them to understand the needs of ser
49 | Any other literature (company specified) Literature
50 | We have proper system in place to monitor and creq Monitoring

pivot summary of our business sustainability &

development activities 3

Total = 171 out of 250

Percentage = 68.40




Annexure 15: Response of Mr. Hardik Gandhi, Asst. Manager,ridirect Tax Services

Interviewed on: 16/02/2009 Time: 09.30 am

Sl. Strategies Parameters| Ratings
No.
1 | We are taking fresh initiatives to contact all poign Initiative

clients/customers for our products and services in

marketplace and to develop new market strategies

then follow through on our plans. )
2 | Our marketing strategy effectively differentiatesmshe| Marketing

eyes of the client/customer. 5
3 | Our literature and promotional materials are designe Literature

effectively promote our products and services. 5
4 | We effectively utilize mailings, advertising, and oth Marketing

forms of marketing to attract new clients/customers. 4
5 | We have effective methods and systems to follow-uj Systems &

every project/casel/job, assess client/custo IT

satisfaction, and obtain client/customer referrals 3
6 | We systematically monitor the impact of promotions { Marketing

business development strategy to evaluate

effectiveness. 5
7 | The information that we provide to our clients/custon| Literature

is timely, accurate and appropriate to satisfy theielle¥

needs. 4
8 | We know exactly who is the target market for Marketing

products and services .
9 | We have an excellent network of contacts who refef Marketing

business. 5
10 | We have the perfect quantity and mix Marketing

clients/customers for our products and services. 4
11 | We continuously and closely monitor the activity levie| Monitoring

our clients/customers, distinguishing between those

are active and inactive, and those that have skont

and long term work potential. .
12 | Every member of our business development staff ki Marketing

how to listen to clients/customers, win their confider
and make them feel happy about the products

services we offer.




Sl. Strategies Parameters| Ratings

No.

13 | All our business development people are alert, initi Team
energetic and enthusiastic in the interactions \ Management
clients/customers. 4

14 | Our people have clear targets that effectively moti Team
them to exceed past levels of performance supporte¢ Management
good pay scale and performance based incentives .

15 | Managers frequently monitor and review individ{ Monitoring
performance with each person and identify ways
improve their performance. c

16 | We have a clear and in-depth understanding of the tn  Marketing
effecting demand in our professional area. 5

17 | We eagerly and enthusiastically study new technolo Initiative
in search of new business opportunities. 4

18 | We maintain continuous feedback from { Operations
client/customer on how we are doing on
project/case/job, and respond in kind. 4

19 | We are always able to focus on the issues that Operations
client/customer deems most important, rather {
getting side-tracked by our own interests or lesser iss .

20 | There is good communication and coordination betw Team
the business development force and those performin| Management
service. 2

21 | When clients/customers inquire about the status of Systems &
products and services, we are able to immedig IT
retrieve the information and reply. .

22 | We have a core team in place capable of effecti Initiative
managing all aspects of our business. 5

23 | We effectively delegate responsibilities to peg Monitoring
throughout the organization and closely monitor t
performance. 2

24 | We assign clear responsibilities and levels of authtoii Management
people throughout the organization. 2

25 | There are standard written operating procedures fg Management
routine recurring activities. 3

26 | All activities of the company are carefully planned| Monitoring

advance and closely monitored during implementatiol




Sl. Strategies Parameters| Ratings
No.
27 | Routine operations, such as handling paperwork| Operations

completed on schedule. And we always complete

work for our clients/customers in a timely manner. 4
28 | When we undertake a project/case/job we are clear § Management

the time and resources required. 3
29 | We are highly successful in recruiting people with Team

right qualifications, skills and personality and We h{ Management

an effective orientation and training program to br

new employees up to high levels of performance. X
30 | We have systems in place to capture ideas Systems &

suggestions generated at all levels of the company IT

procedures for evaluating and responding to proposa 4
31 | The company encourages and supports the on-g Team

education of all its employees. Management 5
32 | Our accounting system enables us to track all categ Financial

of recurring expenses and compare them to past l{ Management

and industry norms. .
33 | Our inventory system enables us to accurately acq Operations

for all products and services without discrepancies. 5
34 | Our project/case/job costing/estimating methods | Management

systems accurately reflects the actual cost neede

complete each project/case/job. )
35 | Our company is highly successful in evaluating ma Financial

risk, credit risks and minimizing bad debts wh Management

ensuring control expenditure to minimize costs

eliminate waste of any description.

4

36 | In evaluating products and services to purchase/ul Financial

we always take into account the costs (to maxin Management

profitability) of the items. 5
37 | Fresh ideas are continuously being generated Initiative

encouraged. 2
38 |We are able to differentiate between e Financial

project's/case’s/job's anticipated cost vs. its actis#d.co| Management 4
39 | Our fee structure is the most effective for our type Financial

products and services and our types of clients/custon Management 5
40 | A good number of our products and services are gg Initiative

toward specific niche areas that uniquely make us g
out in the market.




Sl. Strategies Parameters| Ratings
No.
41 | Our marketing plan incorporates the latest innovat| Marketing

and methods for reaching the client/customer and

continuously being appraised and improved to match

needs of the market. :
42 | We are aware of the economic, social, governme| Marketing

international, and industry forces affecting the market 5
43 | The company has up-to-date plans for market Management

products & services, human resources, organization

budget. 2
44 | we support our operational thought representatiof Operations

client through emails, presentations and concept note 5
45 | we prepares database to target the client and follow |  Systems &

the same while ensuring proper MIS systems acros IT

organisation 4
46 | we maintains centralised resources to sup, Systems &

centralisation of the records in order to avoid IT

duplication of the target 5
47 | We continuously use to send our report on related §{ Literature

of interest to our clients in order to improve tHeiwrel of

efficiency and build relationship 3
48 | We provide free of charge our service offerin Literature

exclusively for selected clients while addressing t

pain areas in literature to enable them to understan

needs of services 2
49 | Any other literature (company specified) Literature
50 | We have proper system in place to monitor and cre{ Monitoring

pivot summary of our business sustainability i

development activities 3

Total = 182 out of 250

Percentage = 72.80




Annexure 16: Response of Mr. Purshottam Nyati, Manager, IFRSidision

Interviewed on: 16/02/2009 Time: 12.30 pm

Sl. Strategies Parameters| Ratings
No.
1 | We are taking fresh initiatives to contact all potan Initiative

clients/customers for our products and services in

marketplace and to develop new market strategies,

then follow through on our plans. A
2 | Our marketing strategy effectively differentiates ush@| Marketing

eyes of the client/customer. 2
3 | Our literature and promotional materials are designe Literature

effectively promote our products and services. 5
4 | We effectively utilize mailings, advertising, and otl Marketing

forms of marketing to attract new clients/customers. )
5 | We have effective methods and systems to follow-uf Systems &

every project/case/job, assess client/customer aettisih, IT

and obtain client/customer referrals )
6 | We systematically monitor the impact of promotions Marketing

business development strategy to evaluate |

effectiveness. 2
7 | The information that we provide to our clients/custmsy Literature

is timely, accurate and appropriate to satisfy theellef

needs. 2
8 | We know exactly who is the target market for Marketing

products and services )
9 | We have an excellent network of contacts who refe| Marketing

business. 4
10 | We have the perfect quantity and mix of clients/custor] Marketing

for our products and services. c
11 | We continuously and closely monitor the activity leve| Monitoring

our clients/customers, distinguishing between those

are active and inactive, and those that have shontaed

long term work potential.

4

12 | Every member of our business development staff kn Marketing

how to listen to clients/customers, win their confickn
and make them feel happy about the products and sel

we offer.




Sl. Strategies Parameters| Ratings

No.

13 | All our business development people are alert, initig Team
energetic and enthusiastic in the interactions \ Management
clients/customers. .

14 | Our people have clear targets that effectively moti Team
them to exceed past levels of performance supporte Management
good pay scale and performance based incentives )

15 | Managers frequently monitor and review individ{ Monitoring
performance with each person and identify ways
improve their performance. 4

16 | We have a clear and in-depth understanding of the tf  Marketing
effecting demand in our professional area. 5

17 | We eagerly and enthusiastically study new technolo Initiative
in search of new business opportunities. 5

18 | We maintain continuous feedback from { Operations
client/customer on how we are doing on
project/case/job, and respond in kind. 4

19 | We are always able to focus on the issues that Operations
client/customer deems most important, rather than ge
side-tracked by our own interests or lesser issues. c

20 | There is good communication and coordination betw Team
the business development force and those performini Management
service. 2

21 | When clients/customers inquire about the status of, Systems &
products and services, we are able to immediately ret IT
the information and reply. 3

22 | We have a core team in place capable of effecti Initiative
managing all aspects of our business. 5

23 | We effectively delegate responsibilities to peg Monitoring
throughout the organization and closely monitor t
performance. 3

24 | We assign clear responsibilities and levels of authooi| Management
people throughout the organization. 2

25 | There are standard written operating procedures fo Management
routine recurring activities. 3

26 | All activities of the company are carefully planned| Monitoring
advance and closely monitored during implementation 5




Sl. Strategies Parameters| Ratings
No.
27 | Routine operations, such as handling paperwork| Operations

completed on schedule. And we always complete

work for our clients/customers in a timely manner. 4
28 | When we undertake a project/case/job we are clear § Management

the time and resources required. 5
29 | We are highly successful in recruiting people with Team

right qualifications, skills and personality and We édnan| Management

effective orientation and training program to bring n

employees up to high levels of performance. s
30 | We have systems in place to capture ideas Systems &

suggestions generated at all levels of the company| IT

procedures for evaluating and responding to proposal 3
31 | The company encourages and supports the on-g Team

education of all its employees. Management 5
32 | Our accounting system enables us to track all categ Financial

of recurring expenses and compare them to past l{ Management

and industry norms. 4
33 | Our inventory system enables us to accurately accoul Operations

all products and services without discrepancies. 5
34 | Our project/case/job costing/estimating methods | Management

systems accurately reflects the actual cost needg

complete each project/case/job. )
35 | Our company is highly successful in evaluating ma Financial

risk, credit risks and minimizing bad debts while ensul Management

control expenditure to minimize costs and eliminatetev

of any description. .
36 | In evaluating products and services to purchase/utiliz Financial

always take into account the costs (to maxini Management

profitability) of the items. 5
37 | Fresh ideas are continuously being generated Initiative

encouraged. 4
38 |We are able to differentiate between e Financial

project's/case’s/job's anticipated cost vs. its acts#d.co | Management 5
39 | Our fee structure is the most effective for our type Financial

products and services and our types of clients/custom| Management 3
40 | A good number of our products and services are g€ Initiative

toward specific niche areas that uniquely make us g
out in the market.




Sl. Strategies Parameters| Ratings
No.
41 | Our marketing plan incorporates the latest innovatl Marketing

and methods for reaching the client/customer and

continuously being appraised and improved to match

needs of the market. A
42 | We are aware of the economic, social, governme| Marketing

international, and industry forces affecting the market 5
43 | The company has up-to-date plans for markef Management

products & services, human resources, organization

budget. 3
44 | we support our operational thought representatiof Operations

client through emails, presentations and concept note 4
45 | we prepares database to target the client and follow |  Systems &

the same while ensuring proper MIS systems acros IT

organisation 3
46 | we maintains centralised resources to sup| Systems &

centralisation of the records in order to avoid IT

duplication of the target 2
47 | We continuously use to send our report on related tog  Literature

interest to our clients in order to improve their lewél

efficiency and build relationship 3
48 | We provide free of charge our service offerif Literature

exclusively for selected clients while addressing their

areas in literature to enable them to understand thes

of services
49 | Any other literature (company specified) Literature
50 | We have proper system in place to monitor and crey Monitoring

pivot summary of our business sustainability g

development activities 5

Total = 165 out of 250

Percentage = 66.00




Annexure 17: Response of Mr. Anand Banka, Associate, IFRSwdsion

Interviewed on: 17/02/2009

Time: 11.00 am

Sl. Strategies Parameters| Ratings
No.
1 | We are taking fresh initiatives to contact all potential Initiative
clients/customers for our products and services in our
marketplace and to develop new market strategies, ang
then follow through on our plans. 3
2 | Our marketing strategy effectively differentiates ushie Marketing
eyes of the client/customer. 4
3 | Our literature and promotional materials are designed t|  Literature
effectively promote our products and services. 5
4 | We effectively utilize mailings, advertising, and other Marketing
forms of marketing to attract new clients/customers. 3
5 | We have effective methods and systems to follow-up o| Systems &
every project/case/job, assess client/customer aetitsh, IT
and obtain client/customer referrals 3
6 | We systematically monitor the impact of promotions an{ Marketing
business development strategy to evaluate their
effectiveness. 2
7 | The information that we provide to our clients/custonern Literature
timely, accurate and appropriate to satisfy their lefel o
needs. 2
8 | We know exactly who is the target market for our prosiy Marketing
and services 5
9 | We have an excellent network of contacts who refe, Marketing
business. 4
10 | We have the perfect quantity and mix of clients/custory Marketing
for our products and services. c
11 | We continuously and closely monitor the activity level Monitoring
our clients/customers, distinguishing between those
are active and inactive, and those that have shont aed
long term work potential.
3
12 | Every member of our business development staff kn Marketing

how to listen to clients/customers, win their confiden
and make them feel happy about the products and sel

we offer.




Sl. Strategies Parameters| Ratings

No.

13 | All our business development people are alert, initig Team
energetic and enthusiastic in the interactions \ Managemeni
clients/customers. 3

14 | Our people have clear targets that effectively moti Team
them to exceed past levels of performance supporte Managemeni
good pay scale and performance based incentives )

15 | Managers frequently monitor and review individ{ Monitoring
performance with each person and identify ways
improve their performance. c

16 | We have a clear and in-depth understanding of the tf Marketing
effecting demand in our professional area. 4

17 | We eagerly and enthusiastically study new technolagi¢ Initiative
search of new business opportunities. 3

18 | We maintain continuous feedback from the client/custg Operations
on how we are doing on the project/case/job, and reis
in kind.

4

19 | We are always able to focus on the issues that| Operations
client/customer deems most important, rather thannge
side-tracked by our own interests or lesser issues. 3

20 | There is good communication and coordination betw Team
the business development force and those performin{ Managemeni
service. 2

21 | When clients/customers inquire about the status of] Systems &
products and services, we are able to immediately ret IT
the information and reply. 3

22 | We have a core team in place capable of effecti Initiative
managing all aspects of our business. 3

23 | We effectively delegate responsibilities to peqg Monitoring
throughout the organization and closely monitor t
performance. 4

24 | We assign clear responsibilities and levels of authadoi| Managemeni
people throughout the organization. 2

25 | There are standard written operating procedures fo| Managemeni
routine recurring activities. 2

26 | All activities of the company are carefully planned| Monitoring

advance and closely monitored during implementation.




Sl. Strategies Parameters| Ratings
No.
27 | Routine operations, such as handling paperwork| Operations

completed on schedule. And we always complete the

for our clients/customers in a timely manner. )
28 | When we undertake a project/case/job we are clear § Managemeni

the time and resources required. 3
29 | We are highly successful in recruiting people with thétr Team

qualifications, skills and personality and We have| Managemeni

effective orientation and training program to bring n

employees up to high levels of performance. s
30 | We have systems in place to capture ideas and sugge Systems &

generated at all levels of the company and procedure IT

evaluating and responding to proposals. 3
31 | The company encourages and supports the on-g Team

education of all its employees. Managemen| 3
32 | Our accounting system enables us to track all categofri Financial

recurring expenses and compare them to past level{ Management

industry norms. 4
33 | Our inventory system enables us to accurately accoury Operations

all products and services without discrepancies. 3
34 | Our project/case/job costing/estimating methods | Managemen|

systems accurately reflects the actual cost needeg

complete each project/case/job. )
35 | Our company is highly successful in evaluating ma Financial

risk, credit risks and minimizing bad debts while ensul Management

control expenditure to minimize costs and eliminatetev

of any description. .
36 | In evaluating products and services to purchase/utiliz¢ Financial

always take into account the costs (to maxini Managemeni

profitability) of the items. 3
37 | Fresh ideas are continuously being generated Initiative

encouraged. 5
38 |We are able to differentiate between e Financial

project's/case’s/job's anticipated cost vs. its acts#d.co | Management 2
39 | Our fee structure is the most effective for our type Financial

products and services and our types of clients/customel Management 4
40 | A good number of our products and services are gg Initiative

toward specific niche areas that uniquely make us stan
in the market.




Sl. Strategies Parameters| Ratings
No.
41 | Our marketing plan incorporates the latest innovations| Marketing

methods for reaching the client/customer and it

continuously being appraised and improved to match

needs of the market. :
42 | We are aware of the economic, social, governmel Marketing

international, and industry forces affecting the market 5
43 | The company has up-to-date plans for marketing, pro¢ Management

& services, human resources, organization, and budge 5
44 | we support our operational thought representation to ¢ Operations

through emails, presentations and concept notes 3
45 | we prepares database to target the client and follow | Systems &

the same while ensuring proper MIS systems acros IT

organisation )
46 | we maintains centralised resources to support centrali§ Systems &

of the records in order to avoid any duplication of IT

target 5
47 | We continuously use to send our report on related top  Literature

interest to our clients in order to improve theirelkof

efficiency and build relationship )
48 | We provide free of charge our service offerings exclusiy Literature

for selected clients while addressing their pain areg

literature to enable them to understand the need

services
49 | Any other literature (company specified) Literature
50 | We have proper system in place to monitor and creq Monitoring

pivot summary of our business sustainability ¢

development activities 5

Total = 153 out of 250

Percentage = 61.20




Annexure 18: Response of Ms. Heena Lakhwani, Sr. Manager, Giomer Relationship

Management
Interviewed on: 19/02/2009 Time: 3.00 pm

Sl. Strategies Parameters| Ratings
No.
1 | We are taking fresh initiatives to contact all poten Initiative

clients/customers for our products and services In

marketplace and to develop new market strategies, amg

follow through on our plans. A
2 | Our marketing strategy effectively differentiates ushe| Marketing

eyes of the client/customer. 5
3 | Our literature and promotional materials are designe| Literature

effectively promote our products and services. 5
4 | We effectively utilize mailings, advertising, and otf@ms | Marketing

of marketing to attract new clients/customers. 3
5 | We have effective methods and systems to follow-ug Systems &

every project/case/job, assess client/customer aetiisih, IT

and obtain client/customer referrals c
6 | We systematically monitor the impact of promotions Marketing

business development strategy to evaluate

effectiveness. 4
7 | The information that we provide to our clients/custamer  Literature

timely, accurate and appropriate to satisfy their leve

needs. 2
8 | We know exactly who is the target market for our progll Marketing

and services 5
9 | We have an excellent network of contacts who refe| Marketing

business. 4
10 | We have the perfect quantity and mix of clients/custor] Marketing

for our products and services. 3
11 | We continuously and closely monitor the activity levél Monitoring

our clients/customers, distinguishing between thoseadite

active and inactive, and those that have short termoggd

term work potential.

4

12 | Every member of our business development staff kn  Marketing

how to listen to clients/customers, win their conficksnand
make them feel happy about the products and service

offer.




Sl. Strategies Parameters| Ratings

No.

13 | All our business development people are alert, initig Team
energetic and enthusiastic in the interactions \ Managemeni
clients/customers. 3

14 | Our people have clear targets that effectively motitvaeen Team
to exceed past levels of performance supported by goo{ Management
scale and performance based incentives )

15 | Managers frequently monitor and review individ{ Monitoring
performance with each person and identify ways to ing
their performance. .

16 | We have a clear and in-depth understanding of the tf  Marketing
effecting demand in our professional area. 4

17 | We eagerly and enthusiastically study new technologig Initiative
search of new business opportunities. 5

18 | We maintain continuous feedback from the client/custg Operations
on how we are doing on the project/case/job, and resino|
kind.

3

19 | We are always able to focus on the issues that| Operations
client/customer deems most important, rather thannge
side-tracked by our own interests or lesser issues. 4

20 | There is good communication and coordination betweel Team
business development force and those performing| Managemeni
service. 5

21 | When clients/customers inquire about the status of| Systems &
products and services, we are able to immediately ret IT
the information and reply. )

22 | We have a core team in place capable of effecti Initiative
managing all aspects of our business. 4

23 | We effectively delegate responsibilities to peo Monitoring
throughout the organization and closely monitor tl
performance. 3

24 | We assign clear responsibilities and levels of aitthoo | Managemeni
people throughout the organization. 2

25 | There are standard written operating procedures fo| Management
routine recurring activities. 3

26 | All activities of the company are carefully planned| Monitoring

advance and closely monitored during implementation.




Sl. Strategies Parameters| Ratings
No.
27 | Routine operations, such as handling paperwork| Operations

completed on schedule. And we always complete the

for our clients/customers in a timely manner. c
28 | When we undertake a project/case/job we are clear § Managemeni

the time and resources required. 3
29 | We are highly successful in recruiting people with thétr Team

qualifications, skills and personality and We have | Managemeni

effective orientation and training program to bring n

employees up to high levels of performance. s
30 | We have systems in place to capture ideas and sugge Systems &

generated at all levels of the company and procedure IT

evaluating and responding to proposals. 3
31 | The company encourages and supports the on-g Team

education of all its employees. Managemen| 3
32 | Our accounting system enables us to track all categdri Financial

recurring expenses and compare them to past levely Management

industry norms. )
33 | Our inventory system enables us to accurately accour, Operations

all products and services without discrepancies. 4
34 | Our project/case/job costing/estimating methods | Managemeni

systems accurately reflects the actual cost neede

complete each project/case/job. )
35 | Our company is highly successful in evaluating market Financial

credit risks and minimizing bad debts while ensur Managemeni

control expenditure to minimize costs and eliminatetev

of any description. .
36 | In evaluating products and services to purchase/utiliz¢ Financial

always take into account the costs (to maxini Managemeni

profitability) of the items. 3
37 | Fresh ideas are continuously being generated Initiative

encouraged. 3
38 |We are able to differentiate between e Financial

project's/case’s/job's anticipated cost vs. its actsdco | Management 5
39 | Our fee structure is the most effective for our tyde Financial

products and services and our types of clients/customer| Management 5
40 | A good number of our products and services are g€ Initiative

toward specific niche areas that uniquely make us stan
in the market.




Sl. Strategies Parameters| Ratings
No.
41 | Our marketing plan incorporates the latest innovations| Marketing

methods for reaching the client/customer and it

continuously being appraised and improved to match

needs of the market. A
42 | We are aware of the economic, social, governme| Marketing

international, and industry forces affecting the market 3
43 | The company has up-to-date plans for marketing, pro¢ Managemeni

& services, human resources, organization, and budget 4
44 | we support our operational thought representation to ¢ Operations

through emails, presentations and concept notes 5
45 | we prepares database to target the client and folloeny Systems &

the same while ensuring proper MIS systems across IT

organisation )
46 | we maintains centralised resources to support centraiy Systems &

of the records in order to avoid any duplication of thgetr IT 5
47 | We continuously use to send our report on related top| Literature

interest to our clients in order to improve their eewf

efficiency and build relationship 3
48 | We provide free of charge our service offerings exclusiy  Literature

for selected clients while addressing their pain area

literature to enable them to understand the needs of ser
49 | Any other literature (company specified) Literature
50 | We have proper system in place to monitor and creq Monitoring

pivot summary of our business sustainability &

development activities 4

Total = 163 out of 250

Percentage = 65.20




Annexure 14: Response of Mr. Tushar Manjrekar, Sr. Execuve, Customer Relationship

Management

Interviewed on: 20/02/2009

Time: 11.00 am

Sl. Strategies Parameters| Ratings
No.
1 | We are taking fresh initiatives to contact all poien Initiative

clients/customers for our products and services in

marketplace and to develop new market strategies,

then follow through on our plans. 2
2 | Our marketing strategy effectively differentiates usha| Marketing

eyes of the client/customer. 4
3 | Our literature and promotional materials are designe| Literature

effectively promote our products and services. 5
4 | We effectively utilize mailings, advertising, and otl Marketing

forms of marketing to attract new clients/customers. c
5 | We have effective methods and systems to follow-ug Systems &

every project/case/job, assess client/customer aettih, IT

and obtain client/customer referrals 3
6 | We systematically monitor the impact of promotions Marketing

business development strategy to evaluate 1|

effectiveness. 3
7 | The information that we provide to our clients/customel  Literature

timely, accurate and appropriate to satisfy their lefe

needs. 2
8 | We know exactly who is the target market for our prod| Marketing

and services 5
9 | We have an excellent network of contacts who refe| Marketing

business. 4
10 | We have the perfect quantity and mix of clients/custor; Marketing

for our products and services. 4
11 | We continuously and closely monitor the activity level Monitoring

our clients/customers, distinguishing between those

are active and inactive, and those that have shontaed

long term work potential.

2

12 | Every member of our business development staff ki Marketing

how to listen to clients/customers, win their confider
and make them feel happy about the products and sel

we offer.




Sl. Strategies Parameters| Ratings

No.

13 | All our business development people are alert, initjg Team
energetic and enthusiastic in the interactions \ Management
clients/customers. 3

14 | Our people have clear targets that effectively moti Team
them to exceed past levels of performance supporte Management
good pay scale and performance based incentives .

15 | Managers frequently monitor and review individ{ Monitoring
performance with each person and identify ways
improve their performance. 3

16 | We have a clear and in-depth understanding of the t  Marketing
effecting demand in our professional area. 5

17 | We eagerly and enthusiastically study new technologig Initiative
search of new business opportunities. 3

18 | We maintain continuous feedback from the client/custg Operations
on how we are doing on the project/case/job, and res
in kind.

4

19 | We are always able to focus on the issues that Operations
client/customer deems most important, rather thannge
side-tracked by our own interests or lesser issues. 4

20 | There is good communication and coordination betw Team
the business development force and those performing Management
service. 5

21 | When clients/customers inquire about the status of] Systems &
products and services, we are able to immediately ret IT
the information and reply. )

22 | We have a core team in place capable of effecti Initiative
managing all aspects of our business. 3

23 | We effectively delegate responsibilities to peg Monitoring
throughout the organization and closely monitor t
performance. 4

24 | We assign clear responsibilities and levels of authaoit Management
people throughout the organization. 2

25 | There are standard written operating procedures fo| Management
routine recurring activities. 2

26 | All activities of the company are carefully planned| Monitoring

advance and closely monitored during implementation.




Sl. Strategies Parameters| Ratings
No.
27 | Routine operations, such as handling paperwork| Operations

completed on schedule. And we always complete the

for our clients/customers in a timely manner. )
28 | When we undertake a project/case/job we are clear § Management

the time and resources required. 4
29 | We are highly successful in recruiting people with tgéatr Team

gualifications, skills and personality and We have| Management

effective orientation and training program to bring n

employees up to high levels of performance. s
30 | We have systems in place to capture ideas and sugge  Systems &

generated at all levels of the company and procedure IT

evaluating and responding to proposals. 3
31 | The company encourages and supports the on-g Team

education of all its employees. Management 5
32 | Our accounting system enables us to track all categdti Financial

recurring expenses and compare them to past level{ Management

industry norms. 4
33 | Our inventory system enables us to accurately accourt Operations

all products and services without discrepancies. 5
34 | Our project/case/job costing/estimating methods | Management

systems accurately reflects the actual cost needeg

complete each project/case/job. 3
35 | Our company is highly successful in evaluating ma Financial

risk, credit risks and minimizing bad debts while ensul Management

control expenditure to minimize costs and eliminatetev

of any description. .
36 | In evaluating products and services to purchase/utiliz¢ Financial

always take into account the costs (to maxinj Management

profitability) of the items. 4
37 | Fresh ideas are continuously being generated Initiative

encouraged. 2
38 |We are able to differentiate between e Financial

project's/case’s/job's anticipated cost vs. its actséco | Management 3
39 | Our fee structure is the most effective for our tygde Financial

products and services and our types of clients/customg Management 5
40 | A good number of our products and services are Qg Initiative

toward specific niche areas that uniquely make us g

out in the market. c




Sl. Strategies Parameters| Ratings
No.
41 | Our marketing plan incorporates the latest innovatiows| Marketing

methods for reaching the client/customer and it

continuously being appraised and improved to match

needs of the market. .
42 | We are aware of the economic, social, governme| Marketing

international, and industry forces affecting the market 5
43 | The company has up-to-date plans for marketing, pro¢ Management

& services, human resources, organization, and budge 5
44 | we support our operational thought representation to ¢ Operations

through emails, presentations and concept notes 3
45 | we prepares database to target the client and follow | Systems &

the same while ensuring proper MIS systems acros IT

organisation )
46 | we maintains centralised resources to sup| Systems &

centralisation of the records in order to avoid IT

duplication of the target 2
47 | We continuously use to send our report on related top  Literature

interest to our clients in order to improve their lewél

efficiency and build relationship )
48 | We provide free of charge our service offerif Literature

exclusively for selected clients while addressing thein |

areas in literature to enable them to understand the i

of services
49 | Any other literature (company specified) Literature
50 | We have proper system in place to monitor and creg Monitoring

pivot summary of our business sustainability ¢

development activities 3

Total = 155 out of 250

Percentage = 62.00
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